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Summary
This thesis investigates the contributions made to the visitor experience at historic 
sites by costumed interpreters. It offers a comprehensive review of the relevant 
literature, including an overview of the pressures on heritage attractions in an 
increasingly competitive market, the introduction of innovative interpretive 
techniques to historic sites, and some insights into the consumers of these fragile 
resources. It also details the communicative role of dress in interpersonal 
communication from an historical perspective and considers historic costume's 
potential as an interpretive medium. The many different forms of costumed 
interpretation are discussed in terms of their strengths and weaknesses, providing 
an overview of how the genre began and grew during the 20th century. 
Recommendations for the effective management of costumed interpretation are 
drawn from research into the visitors’ perceptions of the past and studies into the 
educational value of live interpretation. Two major surveys were undertaken and 
are described in detail. The first was a mapping exercise to chart the size and 
characteristics of the population of historic sites which employ costumed 
interpreters as part of the daily visitor experience they offer. The second was a 
visitor survey undertaken in four countries (Canada, Sweden, the United Kingdom 
and the United States) which investigated visitors’ priorities when visiting historic 
sites and how they perceived the costumed interpreters had contributed to their 
experience. This survey compared historic sites which made different levels of 
investment in training, pay and costume for their costumed interpreters. Descriptive 
data from the first survey and findings from the second survey which reveal 
meaningful relationships between investment levels and the visitors’ perceptions of 
costumed interpreters are reported in detail. The thesis concludes with specific 
recommendations for investment in costumed interpretation.
To my grandfather, John Malcolm-Davies (1898-1978), 
a scientist and an artist, who taught me that disciplines 
are the building blocks of imagination 
and not the protective barriers they so often become
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Introduction
The aim of this research was to explore the role of costume as a means of 
communication with visitors at historic sites. It became a comprehensive survey of 
costumed interpretation throughout the world and an investigation into the role of 
interpreters in historic costume in the visitor experience at historic sites.
Costumed interpretation is an expensive undertaking and historic sites are rarely 
commercial operations with easy access to investment funds (Swarbrooke, 1995, 
267-269; Markwell, Bennett and Ravenscroft, 1997, 96). Money spent on improving 
the visitor experience is money withheld from the protection and conservation of 
fragile historic resources. As government funding is withdrawn across Europe and 
the world, historic sites are forced to compete with one another and with other 
leisure opportunities to attract visitors and their disposable income (Davies, 1994, 
23; MacDonald and Alsford, 1989, 44; Hall and McArthur, 1996, 26). Many of the 
competing leisure experiences are commercial operations with the opportunity to 
borrow money for improvements in their services and promotional campaigns. 
There is a risk that historic sites are spending money on an activity which is 
intended to attract and satisfy visitors without any evidence to show that it does so. 
Commercial competitors are not usually obliged to justify their activities according 
to educational objectives, which is frequently the case for historic sites (Craik, 1998, 
122). Critics contend that costumed interpretation trivialises the historic resource 
(Hewison, 1987, 101; Fowler, 1989, 57-63; Walsh, 1992, 102), undermining the 
integrity of the experience offered to visitors, although there is little hard evidence 
that this is so.
There was an immediate problem in tackling this subject. It ventured into territory 
about which there has been little published research. There is not even a 
comprehensive list available of historic sites with costumed staff. There is no 
national or international body which represents people who work in costume. The 
National Association of Interpreters represents all United States interpreters, 
whether in costume or not. The International Museum Theatre Alliance provides a 
forum for actors working in museums but does not number many costumed 
interpreters working at historic buildings among its membership. The Association 
for Living History, Farm and Agricultural Museums has an international
XII
membership but does not deal exclusively with costumed interpretation matters. 
There is no journal or magazine devoted to the specific concerns of costumed 
interpreters.
As a result of this dearth of published information, the study began by identifying 
two major tasks: an extensive literature review and a mapping exercise to 
determine the scale and geographical scope of costumed interpretation. The 
results of these prompted the research question which required detailed 
investigation of the role of costumed interpreters in the visitor experience at 
heritage sites. Although this relationship has been explored before, studies have 
tended to focus on aspects of interpersonal communication (Dewar, 1991; Adams, 
1989), quantifying what visitors have learned (Green, 1992; Davies, 1999; Moreau, 
1988), the specific subject matter of the museum (Fortier, 1992), been limited to a 
few sites or special events rather than permanent interpretation (Blackmore, 1991; 
Hambro, 1993; Hicks, 1994) or taken a somewhat anecdotal approach (Flanagan, 
1996; Hughes, 1989; Hughes, 1998; Roth, 1998) rather than an empirical overview 
of what costumed interpreters bring to the visitor experience.
“The fashion for living interpretation has become dominant for two interrelated 
reasons: the changing mission versus the market orientation of tourist and heritage 
enterprises” (Craik, 1998, 122). The first chapter of the literature review discusses 
terms relevant to this issue including authenticity. It defines heritage attractions, and 
charts changes in the presentation of the past at such sites. In the late 19th and 
most of the 20th century, management attention focused on the protection and 
continued survival of the relics of the past with some small consideration for 
communicating information about them to scholars and other specialists. In the late 
20th century, the new commercial environment in which historic sites operated 
focused attention on visitors as sources of funding. Chapter two reports the recent 
changes in the management of historic resources, documenting the shift from a 
culture of care and conservation to “the heritage industry” (Lowenthal, 1985; 
Hewison, 1987). It also discusses the application of marketing theories to historic 
site management and summarises approaches which seek to identify the needs of 
visitors. This chapter also discusses leisure activities as “extraordinary 
experiences” offering a break from visitors’ everyday routines (Arnould and Price, 
1993, 25). The postmodern consumer demands more than the privilege of access
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and wants a hand in constructing these experiences for him or herself.
Despite a new emphasis on pleasing visitors to stimulate revenue generation, 
many historic sites still see themselves primarily as educational organisations 
(Craik, 1998, 122). The evidence for this and the role of interpretation in fulfilling 
this objective are the subjects of the third chapter of the literature review. This 
chapter also discusses the characteristics of interpretation which are conducive to 
learning as revealed by visitor studies (Moscardo, 1996).
One prediction of the early 1980s was that technological advances would need to 
be balanced with opportunities for human contact: “high touch” experiences as an 
antidote to “high tech” experiences (Naisbitt, 1982; Bennett, 1999, 88). Emotion is 
an important part of the visitor experience (Schouten, 1995, 260) and service 
quality is a major issue (Rouse, 1998, 19). There has been a long tradition of 
personal guiding at historic sites: “There will never be a device of 
telecommunication as satisfactory as the direct contact not merely by voice, but with 
the hand, the eye, the casual and meaningful ad lib, and with that something which 
flows out of the very constitution of the individual is his[/her] physical self” (Tilden, 
1977, 95). The history of live interpretation is explored in chapter four, suggesting 
best practice by drawing on a number of sources from traditional guiding (Lingle 
Pond, 1993) to more innovative approaches, such as animation (Krippendorf, 1987, 
142).
Responses to commercial pressure and the need to fulfil an educational purpose 
have produced many changes in the ways historic sites are managed and 
presented to the public. One innovation has been the introduction of interpreters in 
period costume (Yale, 1998, 36; Law, 1994, 71). There is little published on the 
effects of costume save for psychological studies of fancy dress or “dressing up” (for 
example, Stone, 1965, 243; Miller, 1997), uniform (for example, Joseph, 1986; 
Bickman, 1974) and its artistic function in theatre and film (for example, Kelly, 1973; 
Barton, 1935; Bruzzi, 1997). The fifth chapter explores the role of dress in 
interpersonal communication from an historical perspective, explains its importance 
as an aspect of nonverbal behaviour (Hall, 1959; Duncan, 1992, 22-23; Rosenfeld 
and Plax, 1977, 24), and suggests its potential as a medium of interpretation about 
the past (Weatherill, 1991; Lemire, 1991; Gordon, 1992; Styles, 1993; Vickery,
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1993; Ellis Miller, 1995; Taylor, 1999, 30).
Clothing, such as the protective clothing worn by miners guiding visitors in 
collieries, “lends an air of credibility ... [and] contributes to the atmosphere” at 
historic sites (Clement, 1998, 20). These styles of dress have integrity within a 
working environment (hard hats and overalls clearly contribute to health and 
safety). However, costumed interpreters are necessarily artificial in their 
appearance since their clothes are not functional and run the risk of being regarded 
as frivolous (Frye, 1977, 39; Hollander, 1978, 361; Wilson, 1985, 48; Tozer, 1986, 
11; Levitt, 1988, 9; Wilson, 1992; Foster, 1999). The decision to invest in careful 
research, expensive materials and expert manufacture of reproduction costumes is 
not one which all sites choose to make: the classic features of historical costume 
have been characterised as ultra-modern glasses, mob caps (irrespective of 
century), neckerchiefs and flat caps (Sorrell, 1988, 2). Is it sufficient “only to don a 
mob cap or a nylon wig and the centuries roll away”? (Sorensen, 189, 65). The 
difficult business of producing reproductions is discussed in chapter six.
Costumed interpretation has taken many forms since its first appearance in the late 
19th century. The penultimate chapter of the literature review identifies the 
difficulties presented by different management models for costumed interpretation 
at historic sites, and discusses contentious issues in its day-to-day provision. 
Volunteers, reenactment societies, theatre companies and the emergence of the 
professional costumed interpreter are discussed. The final chapter of the literature 
review returns to the subject of the visitors and how research into their needs at 
historic sites can guide the way in which costumed interpretation is managed.
The research methodology is detailed in two chapters. The first concentrates on the 
initial mapping survey which was undertaken from 1998 to 2000; the second 
explains the research into visitor responses to costumed interpreters which was 
completed in 2001 .There is a long tradition of visitor surveys at museums and 
heritage attractions but the majority do not focus on the visitor experience. A review 
of 240 museum surveys for the Museums and Galleries Commission in the United 
Kingdom criticised many for “asking only the most basic demographic and how did 
you get here type of questions”; any attention to the visitor experience has tended 
at best to be summary, “such as the rating of staff efficiency or friendliness or the
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enjoyment of attractions visited” (Beeho and Prentice, 1997, 75).
Previous quantitative studies have focused on whether specific facilities at heritage 
attractions cater for basic visitor needs such as food and toilets (for example, 
Frochot and Hughes, 2000), while qualitative research initiatives document what 
visitors report as significant in their experiences (for example, Masberg and 
Silverman, 1996; Beeho and Prentice, 1995, 1996 & 1997; Goulding, 1997). 
Whether and how much visitors learn is another preoccupation (for example, Falk, 
Moussouri and Coulson, 1998; Prentice, Guerin and McGugan, 1998; Prentice, 
1995). Few studies have looked at costumed interpreters specifically and fewer still 
link their work to a site’s objectives (Graft, 1989; Badman, 1990; Pearce, 1991; 
Munley, 1993; Rubenstein, 1993; Bicknell and Mazda, 1993; Ryan and Dewar, 
1995; Litwak and Cutting, 1996).
The visitor survey was designed to discover the ways in which costumed 
interpretation contributes to the visitor experience at historic sites. This presented a 
major challenge in terms of methodology because most traditional measures of 
quality in the hospitality industry are inadequate to the task of measuring the visitor 
experience at historic sites. “If industry managers use only service quality or 
attribute-based measures in their satisfaction evaluations, they may be forcing 
people to evaluate tourism services on more functional and utilitarian dimensions 
than is appropriate or even relevant” (Otto and Ritchie, 1996,172). This chapter 
includes a comprehensive report of the search for a suitable measure and the 
construction of a sample of 12 sites at which it was to be administered.
The findings of this study are reported and discussed in two chapters providing 
considerable descriptive detail about the genre of costumed interpretation and 
some guidance as to the effect of different investment profiles on visitors’ responses 
to it. Recommendations focus on the specific variables of training, pay and costume 
budget in relation to a range of objectives: offering an educational experience, an 
entertaining experience and/or a sense of the past to visitors.
Costumed interpretation costs a great deal of money (where the service is 
professional) and time (where the service is voluntary), and delivers an 
unquantified and ill-defined return. The contribution of this research is to review
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existing literature on costumed interpretation, place the genre within the context of 
the heritage attractions industry, document a method for investigating visitors’ 
responses to costumed interpreters, and report recommendations for the 
employment of costumed interpreters in relation to specific site objectives. The 
research answers the question “Under what investment conditions does the 
presence of people in costume at historic sites educate, entertain or help visitors 
feel a sense of the past?”
XVII
Chapter 1 
Authenticity, heritage and hegemony
“How authentic are you?” asks a visitor of a man in a linen tunic and loose woollen 
leggings, who has a tiny silver hammer on a leather thong around his neck. They 
are chatting in the souvenir shop at Vikingar! and there is a strong smell of chlorine 
in the air. This is the leisure centre at Largs in Scotland, where swimming pool, 
cinema, theatre and heritage centre all come together under one roof courtesy of 
finance from the Strathclyde European Partnership. There is no simple answer to 
the visitor’s question because the range of issues it touches upon are too broad 
and too complex to summarise in a single sentence. However, each issue is worthy 
of consideration and this thesis aims to examine some of them in detail. This 
chapter defines heritage attractions, locates the visitor in the tourist attraction 
system, and charts the démocratisation of culture to illustrate the broad background 
to the presentation of people in reproduction dress at historic sites, an activity 
known by many sobriquets, but referred to as costumed interpretation throughout 
this thesis.
“Authenticity” is a mythology developed by and for groups concerned with heritage 
in the same way that a mythology of luxury is suggested by bubbles (Barthes, 1972,
37). Luxury is a complicated concept conjured by the shorthand of advertising: 
instantaneously, bubbles suggest luxury for the consumer. Similarly, the word 
“authenticity” stands for complicated concepts among the disparate groups who 
use the term. Soap users and makers do not trouble themselves with defining 
luxury; those concerned with heritage rarely seek to deconstruct the meaning of 
“authenticity” in use among their peers or understood by others. As a result, it has 
all the marks of a modern mythology: “a generalised or exaggerated version of 
reality, expressing the common view of a group of individuals in commonly used 
and understood language” (Johns and Tyas, 1997, 478). Barthes built his theory of 
mythologies on this principle of shared meaning. The assumption that common 
expressions (the signifiers) have common meanings (the signifieds) was a feature 
of structuralism (Johns and Tyas, 1977, 477; Selden, 1985, 53). But authenticity 
has become a common expression with several shared, often muddled, meanings 
(Wang, 1999).
It has grown a new significance beyond its original meaning. “Is it authentic?” is the 
old-fashioned (and grammatically correct) way of posing the question. It requires a 
yes or a no answer. The question “how authentic is it?” was a nonsense in the past. 
Authenticity is no longer a simple “yes or no” issue. Not only has it turned from 
adjective to noun, it has become a scale by which phenomena may be measured. 
“Authenticity” calibrates integrity for some, professionalism for others, and 
achievement against an impossible ideal for yet more. “Authenticity” has long since 
slipped the anchorage of its origin, which is “genuineness”, according to the Oxford 
English Dictionary.
A replica Grecian urn may share the “attic shape” of the original in the British 
Museum, it may look just the same with “marble men and maidens overwrought” 
(Keats, 1820; Blunden, 1955, 259), but no matter how perfect or beautiful it is, it will 
never be “authentic”. The original’s “fair attitude” is what inspired Keats to pen 
words of wonder - magic was at work as the poet contemplated the urn beyond its 
craftsmanship and speculated on the world from whence it came (Blunden, 1955, 
259). A copy might show the literal truth of the urn but it could not hold the mystical 
power of the original. The replica urn has verisimilitude but not authenticity. It is the 
latter which is the special magic of museums, where each object is authenticated:
“It is not that this is the kind of hat that Napoleon wore, but that it is the very hat 
Napoleon wore” (Horne, 1984, 16).
An historical object may be frozen in time and a copy may be compared with the 
original. But cultural activities cannot be captured in the same way. The alarde of 
Fuenterrabia in Spain was a daily enactment of a siege of the town in 1638, when 
the Basque residents held out against the French for 69 days. Performing it twice a 
day rather than once was a modification demanded by the local government better 
to please the tourist trade (Greenwood, 1978). It is still performed by locals, it has 
an unbroken tradition, it has moved with the times - an “authentic” ritual has 
changed with the years. But how far it has moved from the original may be 
assessed only by comparison with impressions left by past witnesses, if they exist. 
The reenactment may have authenticity by dint of its unbroken tradition; but 
whether it has verisimilitude is difficult to tell. The recreation of an historical event 
because it is worth remembering (as with, for example, an anniversary pageant) 
lacks authenticity. Research into the records which survive and inspiration on the
part of the producers creates a reconstruction, which may or may not be close to the 
original. But it cannot be authentic by tradition. It may have verisimilitude but it is 
impossible to tell. The “invention of tradition” (Hobsbawn and Ranger, 1983) 
complicates the concept of authenticity (Wang, 1999).
Thus, authenticity can be applied with ease to objects but not events. It is even 
more difficult to apply it to everyday cultural activities. Despite this, the concept of 
“staged authenticity” has gained credence in the sociological study of tourism 
(MacCannell, 1973). In the same way that an individual has different versions of 
him/herself for public and private display (Goffman, 1959), communities have 
alternative ways of presenting themselves. These have been named “back-stage” 
and “front-stage” activities, and characterised as “authentic” and “contrived” 
(MacCannell, 1973). The latter offers “staged authenticity” which tourists consume, 
ignorant of its artificiality. They are denied access to the back regions of the host 
society where true authenticity can be found and instead they are presented with 
“false backs” (MacCannell, 1973, 594). It is argued that this process has three 
negative effects: commodification of culture, substitution of fakery for authenticity, 
and the creation of a false consciousness for the tourist which leads, ultimately, to 
an empty experience (Cohen, 1988a, 372-373).
Later commentaries on this theory and studies investigating them suggest that the 
tourist is not always duped (Cohen, 1979; Moscardo and Pearce, 1986). They may 
have one of four impressions of real or staged activities, depending on whether 
they recognise it as real or staged (figure 1 - page 4). This notion of authenticity 
acknowledges the role of the visitor’s perception in constructing his or her 
experience. This is crucial to a more complex understanding of authenticity as 
applied to heritage (Wang, 1999, 356).
Most documented debates about authenticity (as argued by MacCannell) focus on 
cultural clashes between the developed and developing worlds, as observed in, for 
example, Mexican pueblos: “the superficial interactions of tourists as museum 
visitors and observers of pueblo activity reinforce their stereotypical views” (Laxson, 
1991). However, the authenticity with which the relics and cultures of the past are 
presented is just as contentious. An historic site which displays a past way of life is 
using a similar process to that of a modern, living community putting itself on show.
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Open-air museums have been charged with creating “pseudo-communities” of the 
past in the same way that living communities stage a false back for tourists through 
“the reification of the simple social virtues, or the ideal ‘village life', into something 
to see” (MacCannell, 1984, 387; Moscardo and Pearce, 1986, 471).
The establishment of open-air museums, a trend which grew prodigiously from the 
1940s to 1960s, brought collections of vernacular buildings together and, in the 
words of one proponent, they served “to illustrate vividly the way of life, the 
institutions, customs and material equipment of the ordinary people. It is an attempt 
to make the history of a region live, by showing typical features of that history as 
accurately as possible” (Atkinson, 1966; Tait, 1989a, 72). Historically, costumed 
interpretation appeared at such sites as part of a burgeoning interest in capturing 
the fast-disappearing rural past, especially in the United States. It is noteworthy that 
the vast majority of heritage sites at which costumed interpretation is used deal with 
the agricultural and domestic routine of the preindustrial age rather than other 
subjects or eras (Leon and Piatt, 1989, 71).
A study of visitors’ perceptions at Australian ecomuseums suggested that visitors 
seek authenticity (Moscardo and Pearce, 1986). The first stage of the study asked 
visitors what they had enjoyed most about their time at the site. There were 39 per 
cent who said (unprompted) that the overall authenticity of the place was the 
feature they enjoyed most. A second stage in the study measured visitors’ opinions 
about the site striving to be as genuine and as historically accurate as possible, 
while providing facilities for visitors’ comfort and convenience. Ninety five per cent 
felt historical accuracy was more desirable than modern facilities and 88 per cent of 
visitors recommended that provision of modern comforts give way to the 
preservation of historical detail. The visitors were also asked to rate how good a 
picture of the 1880s was presented. Across a range of aspects (such as the overall 
setting, demonstrations etc), an average of 75 per cent of visitors said it was “very” 
authentic (Moscardo and Pearce, 1986, 473).
It is arguable whether the visitors had the knowledge to assess how a good picture 
of the 1880s the town presented. Some visitors might be expert on the social life 
and material culture of the era but 48 per cent of them stated that their reason for 
visiting was to learn, which suggests they were seeking knowledge about it
(Moscardo and Pearce, 1986, 474). It may be that the visitors were measuring 
authenticity not by how accurate a picture of the past was presented but how real it 
felt to them. One dictionary definition of authenticity is “as being real”, which 
emphasises the reality for the perceiver rather than any intrinsic reality (Oxford 
English Dictionary). Was it the overwhelming experience of a place where 
everything feit authentic that the visitors were applauding rather than its adherence 
to scholarly notions of what is genuine? Modern culture “locates authenticity ... 
within the individual”; it is a reality defined by what a person feels (Handler, 1986 & 
1987, 339). “Most visitors do not distinguish between reconstructed and original 
buildings though they are very concerned about authenticity” says a curator at 
Mackinac Island State Park in Michigan - an opinion echoed by others at Liberty 
Village in New Jersey, and Appomattox Courthouse in Virginia (United States) 
(Lowenthal, 1985, 355).
It is the interaction between historical “pseudo-communities” and the visitor's quest 
for an ill-defined authenticity which is at the heart of this research. Since 
recreations of past cultures are not confined to ecomuseums, it is necessary to 
define the parameters of interest here. Many heritage sites attempt to “illustrate 
vividly the way of life” of a place, a people or a period. UNESCO’s definitions of 
world heritage acknowledge both natural and cultural heritage (UNESCO, 1980). 
Natural attractions are those formed without the intervention of humankind; cultural 
attractions are created by human actions of one kind or another (UNESCO, 1980, 
8-9). The second category requires great human achievement as a condition for 
inclusion in the world heritage portfolio. MacCannell’s theory of authenticity ignores 
natural attractions such as deserts, beaches and jungles (Schudson, 1979; Dann 
and Cohen, 1991, 162). It is, therefore, UNESCO’s definition of heritage, confined 
to cultural or human endeavour which is under discussion here. While UNESCO 
uses its definitions to achieve practical protection for vulnerable historical 
resources, few other definitions of “heritage sites”, as opposed to “visitor attractions” 
exist.
Prentice avoids the issue by arguing that a definition of “heritage” or indeed “the 
heritage industry” is unhelpful (Prentice, 1993, 36). He acknowledges the existence 
of attractions (tourism products) within what may be termed heritage:
“Essentially in tourism the term ‘heritage’ has come to mean not 
only landscapes, natural history, buildings, artefacts, cultural 
traditions and the like which are either literally or metaphorically 
passed on from one generation to the other, but those among these 
things which can be portrayed for promotion as tourism products”
(Prentice, 1993, 5).
Prentice’s exhaustive but largely unhelpful classification of heritage sites confuses 
more boundaries than it clarifies (figure 2 - page 8). “Genocide monuments” for 
example might also be “sociocultural attractions” and his“ stately and ancestral 
homes” are in many cases “attractions associated with historic persons” (Prentice, 
1993, 39-40). He does, however, attempt a more useful classification than Yale, 
who resorts to two categories called “other” and “miscellaneous” under which are 
“monuments” and “heritage centres” together in the former, and “leisure parks” and 
“shopping” together in the latter (Yale,1997, v). Yale’s inventory is purely 
descriptive, obscuring the boundaries between tourist attractions and heritage 
tourism to provide as inclusive a definition of the sector as possible.
Swarbrooke follows UNESCO’s lead in dividing attractions into four categories: 
natural; man-made “but not originally designed primarily to attract visitors”; “man- 
made and purpose-built to attract tourists”; and special events (Swarbrooke, 1995, 
5). However, his classifications must be treated with caution - it is arguable that 
cathedrals and churches were originally designed to attract visitors. More 
importantly, he makes no clear distinction between “heritage” and “non-heritage” 
attractions. Middleton uses ten categories to describe attractions, with a breakdown 
of those associated with heritage resources and those which are not. The only 
confusion is presented by “theme parks”, which, he suggests, “may be associated 
with historic sites such as Colonial Williamsburg” (Middleton, 1988, 228). However, 
Middleton’s categories make no clear distinction between “natural” and “cultural” 
attractions - “parks and gardens” includes both natural and managed landscapes. 
The English Tourist Board’s classification concentrates on 13 major categories 
(omitting natural landscapes), of which “miscellaneous” forms a substantial group. It 
offers a further refinement by including only those sites which are “a single 
business, under single management” (Hanna, 1994, 3).
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Notwithstanding these attempts to define and classify attractions, it is not easy to 
draw a line under those which may be termed “heritage”. Millar (1999) identifies 
three categories of heritage visitor attractions (styled HVAs): built, natural and living 
which correspond closely to Herbert’s groupings (Herbert 1989a, 10). These are 
similar to Peters’ (1969) classification which distinguishes between different types 
of man-made attractions, including cultural sites, traditions and events. Both 
authors acknowledge the existence of an ephemeral heritage, of “people, 
traditional food, festivals, markets, public houses” - all tangible but transient 
experiences (Millar, 1999, 9). “Desire to find authenticity of the past in ‘the people’ 
can take the tourist to flower markets, flea markets, or, most successfully, food 
markets” (Horne, 1984, 24-25). The importance of this living heritage is further 
demonstrated by the many travel and lifestyle magazines which feature food and 
festivals (to the exclusion of site-based attractions) alongside their accommodation 
reviews (as in, for example, Condé Nast’s Traveller).
Millar’s “built heritage”, meanwhile, provides a sub-category under which are found 
all the useful groupings offered by the authors mentioned above. Holloway and 
Millar agree on a visitor-centred approach to definitions. They reject both an 
ideographic (purely descriptive) and organisational (purely managerial) 
classification of attractions in favour of a cognitive one (Page, 1995, 69). Holloway 
suggests: “Perhaps it is easiest just to accept that any site that appeals to people 
sufficiently to encourage them to travel there in order to visit it can be judged a 
‘visitor attraction’” (Holloway, 1994, 130). Millar agrees: “What turns a tract of land, 
a monument, park, historic house or coastline into a heritage attraction is often the 
attitude of the public” (Millar, 1999, 6). Such an attitude may be encouraged by 
custom, tradition, fashion or marketing and promotional initiatives. After all, the 
coastline has always been there. The notion of a “heritage coast” comes about 
when its existence is threatened by overuse and a campaign is launched to save it 
(for example. The National Trust’s Enterprise Neptune).
Pearce suggests that visitors alone do not define an attraction; it must be the focus 
of management attention too (Pearce, 1991, 46). Nevertheless, the notion that the 
visitors designate a place a heritage attraction goes some way to explaining the 
diversity of experiences (the heterogeneity that Prentice is at pains to stress) 
offered under that name (Prentice, 1993, 41). This cognitive view of a heritage
attraction emphasises that it is a process rather than a product, a system rather than 
a service. MacCannell sees a relationship between a visitor, a “sight” and a piece 
of information about the “sight” (MacCannell, 1976, 41); Leiper connects the visitor, 
the nucleus (the site) and the marker (the informative element) to define an 
attraction (Leiper, 1990, 371); and Page’s system includes a person with needs, a 
feature or attribute of a place that visitors seek, and a marker (Page, 1995, 71). By 
these definitions, heritage attractions are dynamic not static - they acknowledge the 
diversity of visitors and visitor needs, the different “sights” offered by a site, and the 
variety of markers which attract, interest, orientate and help the visitors enjoy the 
experience.
Therefore, a working definition of a heritage attraction in this discussion is: a place 
created by human actions (UNESCO, 1980), now part of a system (Page, 1995), 
under a single management (Hanna, 1994), which is the focus of visitor attention 
(Pearce, 1991).
Heritage attractions include historic buildings or monuments which bear the 
distinctive imprint of human history. Their interest may derive from architecture or 
design, from historical significance, or from combinations of these attributes. 
Heritage places in this sense are linked with people, events, activities and, in a 
wider sense, with cultures, societies and economies (Herbert, 1995).
Heritage and culture are often regarded as synonymous (Richards, 1996; Munsters, 
1994). However, heritage refers to the past as opposed to the present; whereas 
culture includes both ancient and modern phenomena. This discussion 
concentrates exclusively on historic attractions, which are part of culture - “the body 
of intellectual and imaginative work” in which human experience is recorded 
(Williams, 1981, 57). European culture was regarded from the 16th to the 19th 
centuries as a state or process of perfection. It was conceived as an ideal against 
which all other cultures might be measured or judged (Barnard, 1996, 33). Thus, 
historic houses, art collections, ancient monuments etc became places which 
reinforced the hegemonic principles of a hierarchical, capitalistic world (Smith, 
1990). Heritage, “what is or may be inherited”, according to the Oxford English 
Dictionary, was a collection of symbols of a civilised, ordered society, and were 
admired and presented as such down the years: “A unique blend of the craftsman’s
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art and rural beauty, filled with the familiar acquisitions of generations ... our country 
houses are part of the very fabric of our civilisation” (Cormack, 1976, 28).
By the 18th century, the Grand Tour offered educative, social and cultural benefits 
in the same way that sacred sites offered spiritual succour in the age of Chaucer 
(Hibbert, 1987; Dent, 1975; Towner, 1985; Theilmann, 1987). Places held a 
symbolic significance which was appreciated through worship - either by religious 
activity or art appreciation. Historic sites functioned as icons of civilisation, of 
humankind’s achievements, of culture itself, and as such were valued and visited 
by the elite (Falk and Dierking, 1992; Cormack, 1976; Richards, 1996).
By the 19th century, connoisseurship was the secret language in which the 
educated were able to enjoy collections of precious objects and stately homes. A 
connoisseur possesses and exercises “taste and judgement” and assesses 
“authenticity and value” (Belk, 1995, 45). Connoisseurship made the heritage site 
largely inaccessible to those who lacked what Bourdieu identified as “socialisation” 
to museums. His study of French and European art galleries in the 1960s (Bourdieu 
and Darbel, 1991) led him to conclude that works of art in museums and galleries 
transmit coded messages. The means of deciphering these is learned through 
education and family upbringing (Davies, 1994, 63).
Museums have come in for the harshest criticism as elitist institutions. They are 
accused of celebrating the values of the society that created them, and of recreating 
the cultural past in their own image. The authority of artefacts suggests that they 
accurately depict a culture when they are poor substitutes for ideas, beliefs, 
feelings and values. At worst, art museums are attacked for representing the 
materialistic values of capitalist society and, by treating all objects as high art, they 
peddle the impression that culture is homogeneous (Cannizzo, 1982; MacDonald 
and Alsford, 1989, 37). Museums are ritual spaces where societies make visible 
what they value, and thereby indicate what aspects of the past are considered 
consequential. The method of presentation defines how the past is to be 
remembered. Linear presentations reflect the view of historical development as 
progress (Sullivan, 1985; MacDonald and Alsford, 1989, 36-37).
These presentations are “authentic” by yet another definition of the word: “as being
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authoritative” (Oxford English Dictionary). In the United States, Australia and many 
other countries, most historic sites are registered museums, and therefore 
understood by their peers to be authoritative because of their adherence to codes 
of professional practice. In the United Kingdom, collections qualify for museum 
status but historic houses (unless constituted as a collection of buildings) do not 
(Museums Association, 1998). Nevertheless, most visitors regard heritage 
attractions as authoritative, either because they are managed by governmental 
agencies with the stamp of authority or because their status as revered relics 
imbues them with an atmosphere of authority.
Post-war changes in society opened the heavy doors of heritage to a mass market 
(Tait, 1989a; Richards, 1996). As leisure time and disposable income grew, so too 
did an increasing awareness of the economic value of culture and nature, higher 
levels of education and greater mobility (Moulin, 1990; Hall and Zeppel, 1992). This 
trend has been noted beyond the narrow confines of heritage presentation: “Both 
culture and tourism have become more democratised and are no longer confined 
to elites” (World Tourism Organization, 1985, 23).
Authors many and varied agree that “heritage” is a passion which has swept much 
of modern industrialised society, colouring its political and commercial concerns 
(Lowenthal, 1985; Hewison, 1987; Wright, 1985). Heritage, for Urry, is a democratic 
passion - a view shared by Hall and McArthur, who suggest it “helps forge 
individual, community and national identities” (Hall and McArthur, 1996, 2). On a 
trip through Eastern Europe, before the collapse of the Berlin Wall, Horne found 
evidence of this process having been at work in the 19th century: “Peasant life was 
being turned by painters into patriotic symbols, peasant dwellings were being 
assembled in ‘folk’ museums, as another manifestation of ‘national character’ to 
complement the simultaneous creation of ethnographic museums” (Horne, 1984, 
174-175).
Competition between community endeavour and elites is a struggle recognised by 
Galtung’s model of society, which includes both “alpha structures” and “beta 
structures” - the centralised and local forces in society (figure 3 - page 13). The 
alphas are the bureaucrats, the capitalists and the scholars. The betas are the 
family, the locale and the community groups (religious, ethnic, artistic etc). The
12
Figure 3: Alpha and beta structures in society (Jensen, 1982, 9)
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industrial revolution strengthened the alpha structure at the expense of the beta 
structure; in some cases the alpha structures have taken over the functions of the 
beta structures - for example, museum professionals preserving tradition and 
identity, aspects of society which were once grassroots phenomena (Jensen, 1982, 
8).
The presentation of heritage has not kept pace with demand for access. 
Connoisseurship still confuses visitors whose education did not prepare them for 
the code of the curators’ catalogue. “The gravity attached to aesthetics denies a 
consideration of the wider, more common processes that would have dominated 
the everyday lives of ordinary people ... there is little emphasis on the interpretation 
and understanding of the contexts of production, use and deposition of the object, 
there is little archaeology or history” (Walsh, 1991, 36).
More progressive places than traditional museums have moved from a narrow 
focus on individual objects to whole buildings and entire towns, which showcase 
lost worlds in microcosm. As the focus has broadened so the emphasis has 
changed (Lowenthal, 1992a, 25). The history of elites has given way to the history 
of everyone. Historic sites present the settings for human activity and explain the 
daily and seasonal routines of life on the farm, in the factory and at the furnace. 
“There is now a move to preserve the ordinary ... [and] an increasing interest in 
social history” (Schouten, 1995a, 25).
One of the most quoted critics of “the heritage industry” ignores the groundswell of 
demand for more and different heritage (Hewison, 1987, 139). He accuses the 
cynical “alphas” (central and local governments, financial investors, etc) of creating 
phoney heritage as a sop for the masses who find themselves unemployed as 
Britain’s industrial base declines:
“Hewison ignores the enormously important popular bases of the 
conservation movement... He sees The National Trust as a gigantic 
system of outdoor relief for the old upper classes to maintain their 
stately homes. But this is to ignore the widespread support for such 
conservation ... Moreover, much of the early conservation 
movement was plebeian in character - for example railway
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preservation, industrial archaeology, steam traction rallies and the 
like in the 1960s, well before more obvious indicators of economic 
decline materialised in Britain ... Generally Hewison and his fellow 
critics fail to link the pressure for conservation with the much 
broader development of environmental politics in the 1980s” (Urry,
1990, 110-11).
Modern means of appreciation and experience are not those undertaken by the 
heritage seeker of old who paid silent homage to Culture (Barr, 1903, 159). This 
“serves to undermine any strong distinction between a high culture, enjoyed by an 
elite knowledgeable about the aesthetics of a given sphere (painting, music, 
literature) and the popular or low culture of the masses” (Urry, 1990, 85). This 
démocratisation of culture is evident in the breakdown of the divides between 
heritage and visitor, and commerce and art.
In the same way that old-fashioned companies resisted the revolutionary discipline 
of marketing in the 1950s and protected their products rather than designing 
innovative ones to meet newly identified needs (Kotler, 1984), curators and 
custodians frequently fight against the tide. Their tradition of scholarship is under 
attack and the historic resources themselves are vulnerable to the tread of many 
unwashed feet. Such traditionalists believe that the best use of management time is 
conservation and research: “Long term care must take precedence over short-term 
use”. Some even protest by blocking access to artefacts they deem “at risk” from 
visitor-friendly initiatives (MacDonald and Alsford, 1989, 34-35). Critics argue that 
some heritage sites “are becoming little more than glorified theme parks, running 
the risk of sacrificing their standards of scholarship and curatorial integrity for the 
sake of attracting ever increasing numbers of visitors” (Eckstein, 1993, 450).
Though such curatorial resistance may hold sway in some museums, there is 
greater plurality and anti-elitism in the way the built environment, in particular, is 
presented to the public (Light, 1995a; Urry, 1990). Even in the early 1940s, visitor 
surveys at Colonial Williamsburg in Virginia (United States) were beginning to 
reveal that the public wanted to learn more about the everyday life of ordinary 
people (Tramposch, 1994, 39-40). Despite (or perhaps because of) the successes 
of trailblazers such as ecomuseums, there is still a demand for more. Tourists wish
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to benefit from their visits by increasing their understanding of how people in the 
past lived and how surviving buildings functioned (Prentice, 1993, 205-6). A study 
at the Victoria and Albert Museum in London showed that even there visitors 
sought information about the historical background of objects, and in particular how 
things were made and used (Prentice and Prentice, 1989, 166-9).
Many Afro-Caribbean and Asian respondents to a London museums survey 
wanted more coverage of minority cultures and a recognition of the role which 
ethnic groups have played in the country’s history (Davies, 1994, 78). A United 
States study revealed that 30 per cent of visitors to mainstream museums were 
from minority groups (Oliver Horton and Crew, 1989). A demand for women’s 
history has produced some ground-breaking exhibits in the United States (Melosh, 
1989). The most enlightened examples of historic houses which have found 
successful new approaches offer women’s history (Ximenez-Fatio House, St 
Augustine, Florida), ethnic and religious controversy (Mission Houses Museum, 
Honolulu, Hawaii), and the labour movement (Botto House, Paterson, New Jersey) 
(Herbst, 1989).
Not only are different peoples’ heritages being presented, there is an 
acknowledgement that these coexisted in the past - and not always in harmony. 
Post-structuralism has suggested that there are no absolute truths and values, in 
stark contrast to the hegemonic principles of display in the 19th and early 20th 
centuries (Walsh, 1991, 55). The strategic plan for the Canadian Museum of 
Civilization in Hull aims at the ideal of presenting competing visions of reality which 
allow visitors to understand that the imperceptible truth lies somewhere in the midst 
of several points of view (MacDonald and Alsford, 1989, 61). Similarly, Wihere two 
worlds meet: the Great Lakes fur trade, a 1984 exhibit by the Minnesota Historical 
Society (United States), was organised around a dual script, one track depicting 
Native American experience, the other that of the Europeans (Blatti, 1986, 11).
The survival of sites with diverse histories owes much to community campaigns for 
their preservation (Herbst, 1989, 100). Moves towards a more inclusive approach to 
what is displayed broadens the appeal of a site within its own community. But a 
local visitorship alone is rarely sufficient to sustain a site indefinitely. Attracting 
outside interest is a necessity - not only for the sites themselves but also for their
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localities. Even local museums, founded by local activists for the local community 
find they act as culture brokers, explaining themselves to the outside world as much 
as preserving their own identity. In the United Kingdom, Heritage Lottery Fund 
grants are made to those heritage projects which can demonstrate their 
attractiveness to a potential market (Millar, 1999, 6). One of the consequences of 
tourism is “representation of culture for outsiders” (Kirshenblatt-Gimblett and 
Bruner, 1992, 300). Political movements have campaigned successfully for 
understanding and interest in different ways of life; and the homogeneity of much 
popular culture leads the more adventurous tourists to seek difference (Prentice, 
1996,102).
With the presentation of heritage resources to a diversity of outsiders in addition to 
the local community, heritage attractions are firmly entrenched in the tourism 
industry. This was arguably so decades ago when little information or analysis was 
available on the value, role or success of cultural heritage in destination marketing 
in Europe (Thorburn, 1986, 39). Now the received wisdom is that cultural tourists 
represent a potential renaissance for urban and rural areas. Small towns and big 
cities (figure 4 - page 18) acknowledge the contribution of tourists to their 
economies (MacDonald and Alsford, 1989, 8). Cultural tourism initiatives promote 
local and regional cultures within Europe (Boniface and Fowler, 1993) and provide 
a potential means of promoting a European culture to overseas visitors (Prentice, 
1996, 102). A 1979 survey by Canada’s Capital Visitors and Convention Bureau 
discovered that 83 per cent of visitors to the region go to tourist attractions. The 
1985/6 visitor survey confirmed that cultural edifices or activities were a leading 
draw for tourists (MacDonald and Alsford, 1989, 8).
The relationship between historic resources and tourism has evolved through three 
phases - coexistence, exploitation and imaginative reconstruction (figure 5 - page 
19) - according to one observer (Newby, 1994, 208-209). Others see a continuum 
rather than a process over time. At one end of the scale is “authentic” and at the 
other “contrived” (Cohen, 1979; Prentice, 1993). Heritage attractions range from 
field monuments unprotected other than by designation, through preserved ruins, to 
restored houses and the outright contrived (Prentice, 1993, 41-2). While Lipe 
(1984) recognises the economic, aesthetic, symbolic and informational uses of 
cultural resources, he characterises them as essentially neutral (figure 6 - page 20).
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Figure 4; Contribution to the local economy by the Metropolitan Museum of Art 
(Webb, 1986, 75)
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not sell a single painting, drew more than 443,000 visitors to 
the Museum, more than half of them from outside the city. 
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For others, the word “heritage” is a pejorative term, referring to the contrived end of 
the continuum among critics, especially those who see popularisation undermining 
the integrity of genuine cultural remains. The “modern heritage centre” is identified 
as a perpetrator of misuse (Newby, 1994, 208-209). However, what the modern 
heritage centre does is nothing new: in the 14th century, pilgrims visited Canterbury 
Cathedral as much for its thrills as its religious significance. The shrine of St 
Thomas à Becket, with its mechanical Virgin who drifted heavenward, the gold, the 
rare gems and tinkling bells excited the visitor with its overwhelming spectacle 
(Woodman, 1994).
Not everyone thinks that restoration and reconstruction of historic sites is 
necessarily bad. Some even suggest that the negative effects are avoidable: “I f ... 
all artefacts are gone, there is no recourse except to recreate the situation. Many 
historic sites are of this nature, and when properly and honestly presented, they 
provide enriching experiences for travellers” (Gunn, 1988, 121-2). Others write off 
criticisms as “snide and banal” in the light of examples of excellent heritage 
presentation (Adams, 1994, 118-119).
The challenge facing heritage attractions as they enter the 21 st century is 
balancing the desire to present the genuine resource with the need to protect it - 
physically and intellectually - from degradation. One which achieves this balance is 
authentic both for the curator and the visitor. It is authoritative and feels real. The 
visitor's notion of authenticity is as important as the curator’s “objective” notion of it 
(Wang, 1999, 252-253; Cohen, 1992). This is one way of characterising the visitor’s 
role in the heritage attraction system. However, “despite a desire to provide quality 
visitor experiences, conventional heritage management tends to focus more on the 
resource than on the visitor” (Hall and McArthur, 1996, 4). Most site managers aim 
at enhancing the raw resource to attract visitors and offer them an enjoyable 
experience. To what extent they are aiming to intensify the experience (make it feel 
more real) is difficult to say; there is little written on the subject. Enhancement is, for 
the most part, achieved in a variety of practical ways from distributing attractive 
promotional material to offering study days for specialist visitors.
One enhancement is the use of costumed interpreters (Richards, 1992, 39), such as 
the Viking at Largs. This technique brings its own problems in terms of authenticity.
Costume is a particular challenge because relatively few original garments survive 
compared to other forms of material culture (Tozer, 1986). “Reproducing” people is 
difficult not least because “the dead are dead, and no amount of research, 
ingenuity, or animation can raise them” (Peterson, 1992, 49). There is also a choice 
between the representativeness of showing typical ways of life versus the 
excitement and entertainment value of unusual ones. Visitors learn “the saga of the 
Vikings in Scotland” through a guided tour of a recreated Viking longhouse, an 
audiovisual presentation and an exhibition, with the emphasis on the experience of 
the ordinary warrior rather than the kings and warlords. Photographs of objects, not 
the objects themselves, are used as ciphers in the story rather than the focus of it. 
“Authentic” Vikings served a pantheon as diverse as Odin, the god of Wisdom, and 
Loki, the god of Whimsy. The costumed Viking at Largs serves the needs of both 
curator and marketeer. As later chapters will demonstrate, it is not easy to serve two 
masters. The next chapter examines how marketing influences the nature of the 
experiences on offer for visitors at historic sites.
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Chapter 2 
All consuming heritage
This chapter discusses current changes in the way that heritage resources are managed 
and, in particular, how new relationships with visitors are being forged in the 
marketplace. It examines visitors as a new breed of heritage consumers and discusses 
some of the implications of serving their needs.
The démocratisation of culture has permitted the bourgeois to participate in it in ways 
reserved for the elite before the two world wars. Long before that, Napoleon sneered at 
the English as a nation of shopkeepers. Now even the symbols of power are in the hands 
of middle-class marketeers, desperate to attract visitors.
Heritage attractions, whatever their original functions (homes, farms, factories, shrines), 
found themselves thrust into the marketplace during the 1980s, and a highly competitive 
marketplace at that. There are myriad activities which offer alternative leisure 
experiences. There has been a growth in book sales and an expansion of networked 
entertainment services in the home in addition to walking for pleasure and sports or 
leisure centre activities (Davies, 1994, 23). The Canadian Museum of Civilization noted 
its many competitors in planning a strategy for marketing itself in its new home in Hull, 
Ottawa (MacDonald and Alsford, 1989, 44). The trend is apparent in Australia too, where 
heritage sites and products increasingly compete not only with other leisure and 
entertainment activities but also with other heritage sites and products (Hall and 
McArthur, 1996, 26).
The attractions sector has boomed. In the United Kingdom, the number of tourist 
attractions increased dramatically - 47 per cent of all existing attractions have appeared 
since 1980 (Middleton, 2001, 196). There is much evidence of a growth in heritage 
attractions in particular (Yale, 1997; Hall and McArthur, 1996; Hooper-Greenhill, 1994). It 
is difficult to think in terms of competition for attractions such as Notre Dame in Paris 
(France), the Pyramids in Gaza (Egypt) and Buckingham Palace in London (United 
Kingdom) because they are all unique (Swarbrooke, 1995, 49). But it is nevertheless true 
that Notre Dame is one of many great cathedrals, the Pyramids one of many ancient 
burial complexes and Buckingham Palace one of many royal residences.
The competition phenomenon has not been confined to those places where the 
economics of the marketplace held sway: “The number of museums in both western and
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eastern European countries increased substantially during the 1970s and 1980s ... 
Museum growth was also encouraged by Communist regimes in eastern Europe during 
the 1980s, although arguably with different motives from their western counterparts” 
(Richards, 1996, 10-11). With the collapse of the Soviet Union and the reunification of 
Germany, the last bastion of market-protected heritage bit the dust.
The test for success for cultural institutions can no longer be a purely aesthetic one. They 
must justify themselves in quantitative terms, such as the number of visitors or income 
generated. These performance indicators are equally important for institutions which 
operate in a wholly commercial environment and for publicly funded organisations which 
have to demonstrate the effectiveness of subsidy (Richards, 1996, 13). Improved access 
or display is now essential for a successful Heritage Lottery Fund grant in the United 
Kingdom (Heritage Lottery Fund, 1997). Much that has been written about these trends 
focuses on museums, which stand as representatives of what is happening in other 
heritage sectors (Davies, 1994, 24; Light, 1995a, 118). Peter Longman of the Museums 
and Galleries Commission remarked in 1994: “All museums now exist in a mixed 
economy. Very few can rely solely on the public purse ... This means that they are subject 
to fluctuations in the economy, and prey to demographic and social trends in much the 
same way as any other industry” (Davies, 1994, 4).
The move to the marketplace has brought about fundamental changes in the 
management of heritage attractions. There has been a discernible shift from historical 
monument to heritage product since 1850 (figure 7 - page 25). Three successive 
management approaches are identifiable - preservation, conservation and heritage 
(Ashworth, 1994, 15). The “heritage” phase is the one in which the resource is 
transformed into a product for consumption in the marketplace. In this transformation to a 
product, many managers and commentators ignore any distinction between the 
management of an historic site and a theme park, applying mass market concepts to 
heritage attractions without a second thought (Swarbrooke, 1995; Walsh-Heron and 
Stevens, 1990). This belittles the real challenges facing fragile sites under increasing 
visitor pressure. Some authors are more sensitive to historic sites' particular concerns, 
noting that heritage attractions are, for the most part, concerned with the management of 
vulnerable resources (Richards, 1996).
Nevertheless, the stress now is on inviting people in, not tolerating them if they arrive. 
“The balance of power in museums is shifting from those who care for objects to include, 
and often prioritise, those who care for people” (Hooper-Greenhill, 1994, 1). These
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changed priorities are due in part to political forces. The withdrawal of state funding from 
the arts in general has forced heritage attractions to face up to the challenge of making 
money. Government-created quangos in the United Kingdom have been charged with 
making ruins (English Heritage) and redundant official residences (Historic Royal 
Palaces) accessible to wider audiences both physically and intellectually (HRPA, 1995). 
While public responsibilities have been shifted to the private sector, entrepreneurs have 
moved in on the same market: “One striking feature of these recent developments has 
been the increased privatisation of the heritage/museum industry, with 56 per cent of 
recently opened museums being in the private sector" (Urry, 1990, 107).
One way for museums and other heritage attractions to cover their costs has been to 
raise admission charges, or introduce them for the first time. Kirby (1988) provides an 
excellent resume of the resulting controversy in the United Kingdom - attendances at the 
National Maritime Museum in London fell by 37 per cent in the year charges were 
imposed. However, other museums reported initial problems followed by a gradual rise 
in numbers or an increase in visitorship, such as that experienced by the Imperial War 
Museum in London (United Kingdom), when admission fees coincided with a major 
redevelopment programme (Lilley, 1990, 12).
Many subsidised historic sites are in the care of state or other public authorities and, 
demonstrably in the United Kingdom, “recent years have seen an increased emphasis 
on customer care, corporate planning, greater management flexibility and performance 
measurement" (Davies, 1994, 25), The heritage sector of old tended to see the visitor as 
a disruptive force - an attitude long-held in service industries but undergoing a 
fundamental change (Bowen and Schneider, 1985, 132). Guidelines published by the 
Museums and Galleries Commission urged museums to adopt ideas based on the 
“National code of practice for visitor attractions" developed by the English Tourist Board 
(Hooper-Greenhill, 1994, 182). Marketing managers were appointed and philosophies 
changed to boost visitor numbers and visitor spend. The application of mass marketing 
ideas to heritage sites had the advantage of freeing them from old-fashioned notions of 
exclusivity. The shift from the traditional collection, care and conservation-centred 
approach to a concern for the visitors’ welfare is analogous to the switch from a product- 
orientated approach to a customer-orientated culture (Kotler, 1984, 23). Instead of 
worrying about protecting an historic resource, managers now began to worry about 
promoting them. “The introduction of marketing as a concept has not always been easy 
in museums ... None the less, suitable approaches have begun to emerge and there is 
now a growing body both of literature and good practice" (Hooper-Greenhill, 1994, 24).
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The marketing managers’ attention focused on product, place, promotional and pricing 
strategies and how they might be manipulated to increase market share and revenue 
generation (Hall and McArthur, 1996, 26). If the the theory of “the augmented product’’ 
(Kotler, 1984, 463) was successfully applied to a package holiday (Callaghan et al,
1994) and a theme park (Swarbrooke, 1995), why not a heritage site? For a product to 
be successful, all its constituent parts must be shaped to complement each other - from 
the core benefits, through its tangible features to the augmented elements (figure 8 - 
page 28; and figure 9 - page 29). Catering, gift shops and membership schemes have 
been introduced or improved to make heritage sites more attractive to the visiting public 
(Crighton, 1992; Palmer, 1994; Herbert 1989).
The theory of the product life cycle, which is frequently discussed in relation to 
destinations (Cooper, 1992) is applicable to heritage attractions, although few authors 
note it. A Confederation of British Industry survey showed that “mature attractions which 
recognised/anticipated changing market trends, had successfully developed to meet 
those needs, and experienced sustained growth as a result” (CBI, 1998, 20). The need 
for rejuvenation of resources as visitor numbers fall over time is recognised in the 
management of theme parks and addressed by the development of new and yet more 
thrilling rides (Gilling, 1995, 41). Heritage sites may introduce new methods of 
presentation or improved support services such as retailing in order to boost falling 
admissions (Swarbrooke, 1995, 48). A detailed study of visitor figures to 16 ecomuseums 
such as Skansen in Stockholm (Sweden), Old Sturbridge Village in Massachusetts 
(United States) and the Museum of Welsh Life in Cardiff (United Kingdom) demonstrated 
the classic product life cycle despite geographical and economic differences (figure 10 - 
page 30). At Sovereign Hill in Victoria (Australia), a son et lumière experience was 
developed to rejuvenate interest in the site; while at the Museum of Welsh Life a 
competitively-priced season ticket contributed to a recovery (de Haan, 1997, 26-27).
Market segmentation has also proved a useful technique for heritage attractions in their 
search for increased market share. Manchester’s Museum of Science and Industry 
(United Kingdom) published a marketing plan in 1992 which presented information on 
the current visitor profile and the potential for development in the main segments of that 
market with strategies to increase the existing customer base and attract new audiences 
(Hooper-Greenhill, 1994, 175).
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One way of segmenting the market is through demography. The Canadian Museum of 
Civilization in Hull noted the need to move away from school-age visitors to the elderly 
and single persons rather than family groups as demographic changes dictate the type 
and size of the leisure market (MacDonald and Alsford, 1989, 41). The facilities at 
heritage sites may be tailored to match the benefits sought by visitors in order to exploit a 
target market successfully (Swarbrooke, 1995). Heritage attractions which are owned or 
operated by industrial production outlets or retailing group (for example, Tetley Brewery 
Wharf in Leeds, Cadbury World in Birmingham, and the Scottish Whisky Centre in 
Edinburgh, all in the United Kingdom) offer the clearest examples of marketing principles 
put into practice (Swarbrooke, 1995, 319 & 322).
The paucity of further examples of marketing theory applied to heritage sites may serve 
to demonstrate that lip-service only has been paid to the notion of market-led 
management. Promotion has been and remains heritage managers’ priority to the 
exclusion of more developed marketing applications. Expansion has been based largely 
on opportunism, rather than on market research. Critics assert that many attractions have 
been product-led, promoting an otherwise redundant resource to a new market (Hooper- 
Greenhill, 175; Prentice, 1993, 223).
An important part of any promotional strategy is a special events programme. These are 
often designed to maximise attendance by taking a cavalier approach to the known 
history of the site. In order that special events are possible at Plimoth Plantation in 
Massachusetts (United States) “historical events have to be glamourised a bit or 
historical dates shifted a little” (Snow, 1993, 88). A wedding of 1627 is knowingly 
recreated each year more lavishly than is “probably proper” for the time and place. At 
other times of year, simple weddings are staged as a counterbalance to this festive 
special event (Snow, 1993, 88-89).
It is difficult to reconcile the promotional needs of a site with the reality of the place 
recorded in historical documents. Colonial Williamsburg in Virginia (United States) has 
wrestled with the evidence of “unpleasant subjects, unappetising smells, and ugly sights” 
in 1770s Virginia, while offering “itself as a holiday destination, a place for relaxing, 
entertaining, even romantic, vacation” (Leon and Piatt, 1989, 75). The selection or 
omission of themes at Plimoth Plantation suggests that modern sensibilities are 
protected from information about defecation, adulterous and homosexual sex, bestiality 
and grave illness - all apparent in records used to reconstruct other aspects of life in 
1627 (Snow, 1993, 115-117).
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Themes are often reduced to simple dichotomies which are easy to transmit in 
advertising material and on-site information. Lévi-Strauss and other structuralists argued 
that humans establish oppositional sets in their minds (high/low, wet/dry, black/white) in 
order to process and store information (MacDonald and Alsford, 1989, 62). This tendency 
frequently reduces complex cultural phenomena to simplistic scenarios. The medieval 
tournament with its chivalric pomp and careful ceremony is often presented as the black 
knight (bad) losing to the white knight (good).
A comprehensive survey of special events associated with historic houses in the United 
States found that a great many focus on “mundane activities” such as household chores, 
often on seasonal themes, because “they are fairly simple to stage” (Janiskee, 1996,
410). The special events are, for the most part, superficial representations of the history 
of the houses at which they are held (Janiskee, 1996, 407-409).
The chief executive of English Heritage has argued that special events are a “taster”, and 
that they invite people to investigate further these aspects of English history. Critics do 
not agree: “These events are nothing but mere titillation, meaningless amateur dramatics 
promoting the postmodern simulacrum, a hazy image of a manipulated and trivialised 
past. The most ridiculous was the American Civil War garrison at Fort Brockhurst, 
Hampshire ... History is decontextualised and mixed with non-history in a promotion of a 
pastiche. English Heritage has argued that because these so-called recreations are 
popular, that makes them acceptable” (Walsh, 1992, 102-103).
Critics (for example, Newby, 1994) suggest the consequence of this is that the 
presentation of heritage resources is primarily a marketing activity rather than marketing 
acting as a servant of the resource (figure 11 - page 33):
“This is a process involving both resource selection and packaging. It is not 
a marginal enhancement of a product but is, from the producer's viewpoint, 
the means by which the diverse elements are integrated ... [it] involves a 
conscious series of choices about which history-derived products are to be 
produced, and conversely which are not” (Ashworth, 1994, 17).
Marketing theory may provide blueprints for successful development and management of 
a heritage site. But, as with any implementation of a discipline, accepted practice, 
efficient systems and conventional wisdom have evolved during the marketing
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revolution, which may prove to be its undoing. Much of western culture has been 
reduced to a formula designed to maximise efficiency, calculability and predictability in 
the ferocity of the marketplace (Ritzer, 1996). If consumers accept safe, comfortable 
products and services, the notion of uniqueness (so important to a heritage experience) 
is under serious threat.
Serial reproduction is a phenomenon observable in other attractions sectors, such as the 
portfolio of aquaria owned and operated worldwide by Sea Life Centre Holdings 
(Swarbrooke, 1995, 347). From the 1960s, the successful model of a “living history 
museum” was frequently copied without justification in the United States because the 
genre proved popular rather than relevant to a particular locality (Leon and Piatt, 1989, 
68). Governments (specifically those of Canada and France) have recognised the threat 
of cultural stereotyping through insensitive exploitation of heritage resources (Canadian 
Ministry of Citizenship and Culture, 1987, 21; Hoyau, 1988). In the 1980s, the success of 
the Jorvik Viking Centre spawned a series of similar heritage centres in the United 
Kingdom, designed and, in some cases, managed by Heritage Projects Ltd. There is a 
clear “house style” in all of these places, despite the differences in locale and subject 
matter (Tait, 1989a, 112). Special events are novy held at most market-orientated 
heritage sites, which prompts the question: are they special any more? The calendar 
may soon be “glutted”, precluding any competitive advantage for heritage sites which 
rely on events to differentiate themselves from others (Janiskee, 1996, 411; 1991; 1994).
Serial reproduction is a danger in marketing terms because it threatens the unique 
selling point of a place. There are cultural commentators too who have noted that “in 
order to avoid the danger of a bland homogenising culture there has to be a role for 
educative facilities” which will help people appreciate the richness and variety that can 
be found in different places (Walsh, 1991, 146-147).
Visitor surveys conducted by the United States National Trust for Historic Preservation 
and Colonial Williamsburg in Virginia (United States) have shown that people visiting 
historic sites were primarily attracted by the “atmosphere” and ambience associated with 
them (Colonial Williamsburg, 1985; Mawson, 1984). Tourists who go to heritage sites are 
motivated more by a search for heritage experiences than by a detailed interest in factual 
history (Zeppel and Hall, 1992). “A shock of confrontation with ‘the Other’ is essential to a 
memorable museum experience” (Lowenthal, 1992a, 26). Heritage tourism offers an 
encounter with nature or an opportunity to feel part of the history of the place (Hall and 
Zeppel, 1990, 87). “Travel is no longer to see for the first time. It is to experience” (Collins,
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1983, 59). It is the experiential nature of a visit to a heritage site which sets it apart from 
tangible products and other services too (Prentice, Witt and Hamer, 1993; Prentice, 1993, 
202).
Heritage attractions put people in contact with the tangible remains of the past and this 
relationship is “something we want to appreciate and experience to the fullest extent" 
(Masser, Sviden and Wegener, 1994, 31). It is important, then, that each site offers 
visitors a unique and impressive atmospheric experience. Visitors to New Lanark in 
Scotland suggested that the lack of exhibits which offered immersion in the past (such as 
an underground mine trip or costumed demonstrators reenacting what life would have 
been like) was a weakness in its provision compared to similar attractions (Beeho and 
Prentice, 1997, 84).
This emphasis on the visitors’ opportunities for immersion rather than its physical 
features or facilities sits well with the “gestalt” theory of museum experience (Falk and 
Dierking, 1992, 81). Gestalt is “a structure or configuration o f ... phenomena, so 
integrated as to constitute a functional unit with properties not derivable from its parts in 
summation” (Webster, 1983; Johns and Tyas, 1997, 475). All the parts must be 
considered within the context of the whole visitor experience (Johns, 1999, 127). That an 
experience cannot easily be broken down into its elements for analysis explains why 
well-meaning research, which concentrates on facilities, reveals little about successful 
heritage site management. It misses the point. Any assessment of a heritage attraction’s 
strengths and weaknesses should attempt to gauge how effective it is in “raising 
curiosity, appealing to fantasy, and in providing a challenge” (Schouten, 1995a, 260).
Gap analysis has attempted to identify weaknesses in service provision in other tourism 
industry sectors (Johns and Tyas, 1996, 488; Knutson et al, 1991; Stevens et al, 1995). 
Studies have investigated clients’ expectations and measured how well these are 
fulfilled by a particular service (Fiebelkorn, 1985; Oliver and DeSarbo, 1988), including 
historic houses (Frochot and Hughes, 2000, 157) and tour leaders to cultural 
destinations (Mossberg, 1995). However, there are limitations to the usefulness of this 
technique because consumers are not always able to describe their expectations (Teas, 
1993).
Consumers of a Colorado river trip found it very difficult to express their expectations in 
anything other than a vague way (Arnould and Price, 1993). Spontaneity plays an 
important part in providing an enjoyable experience; predicting what it will be like takes
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some of the fun away. The participants prefer to preserve the unrehearsed 
characteristics of an extraordinary experience (Abrahams, 1986). Another possible 
explanation for the vagueness of expressed expectations is that while consumers may 
be motivated to imagine what their trip will be like, they are ill-equipped to construct such 
images (Arnould and Price, 1993, 29).
It seems unlikely that the visitor comes to a heritage attraction with expectations which 
may be marked off on a checklist: “Tourists do not arrive in a destination simply in order 
to sleep, eat, drink, buy petrol and park their cars, and yet these amenities are said to 
produce the benefits of tourism” (Bull, 1985, 19). There is something beyond these 
facilities on offer, something beyond the physical properties of the place which satisfy 
other needs for the visitor. A product (or a heritage attraction) possesses two major 
characteristics: what it is and what it does (sometimes referred to as its extrinsic and 
intrinsic qualities). Its extrinsic features are what are usually described in brochures and 
in industry classifications. These have been called tangible properties. The intrinsic 
value of an attraction is the need it satisfies; its utility - what it does rather than what it 
looks like or how it is described (Bull, 1985, 24).
One example of an attempt to assess the quality of service at historic houses uses a 
checklist of 24 items. The items identify needs, such as the restaurant and directional 
signs (Frochot and Hughes, 2000, 161). None of them addresses the intangibles, the 
historic house’s “utility” for the visitor.
There are many theories but little empirical evidence of what these intangible elements 
of a visit to a heritage site might be. According to several academics, the tourist is a kind 
of contemporary pilgrim, seeking authenticity in other times and other places away from 
everyday life (MacCannell, 1984; Urry, 1990, 8). In reality, the desire for such authenticity 
is severely thwarted by and through the antics of commodification and consumer culture 
(Cohen, 1988a, 372; Llewelyn Watson and Kopachevsky, 1994, 651). Tourists are on a 
quest for authenticity in a modern version of the universal search for the sacred (as 
demonstrated by myths such as King Arthur and the Grail). Thus, in MacCannell’s 
influential theory, authenticity becomes an ill-defined and unattainable ideal - a construct 
offering the pristine, the primitive, the natural; all those attributes the modern world lacks 
(Cohen, 1988a, 374).
Lowenthal has explored the human relationship with the past. He believes that people 
perceive four “valued attributes”, one of which is antiquity. It is attractive for four reasons:
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because it is remote (and therefore romantic), it has precedence (and therefore 
authority), it is primitive (offering innocence and purity) and it is primordial (bringing 
people closer to their roots). In addition, Lowenthal suggests specific benefits of the past: 
familiarity, reaffirmation and validation, identity, guidance, enrichment, escape. He 
concludes: “Once morally instructive, the past has become a source of sensate pleasure” 
(Lowenthal, 1985, 36-52).
The essential magic of a heritage attraction is that it provides a touchstone for the 
perceived benefits of the past. It is not necessary to feel dissatisfied with the modern 
world to appreciate these benefits, as critics of “the heritage industry” have asserted 
(Hewison, 1987; Lowenthal, 1985; Samuel, 1994; Wright, 1985). A change of scene, an 
encounter with something other than the regular routine, was a feature of leisure activity 
long before it extended to the many rather than being limited to the few.
Leisure experiences may function for the individual in the way that festivals provided a 
shift for a society from “the frames of everyday life that focus on subsistence, routine, and 
production to frames that foster the transformative, reciprocal, and reflexive dimensions 
of social life” (Stoeltje, 1992, 263). Mini-festivals in the form of days out or holidays are 
now opportunities for spiritual refreshment in the postindustrial, postmodern, fragmented 
world of commuting rather than community. The desire to “get away from it all” has been 
a feature of cultural tourism experiences, particularly in the late 20th century (Hughes, 
1987, 212; Zeppel and Hall, 1992, 48-49). Many writers choose to see modern leisure 
experiences as pilgrimages with a ritual sequence of events (MacCannell, 1984; Arnould 
and Price, 1993, 27): separation (from the ordinary), transition, and reintegration (Van 
Gennep, 1960; Nash and Smith, 1991).
“Recreational travel is a process of continuous interplay of two forces: to avoid one’s 
daily environment and to seek novelty and other psychological rewards” (Iso-Ahola,
1983, 55). They offer a shared experience (with family, friends and/or other visitors), an 
opportunity for “communitas” (Turner, 1969 & 1974; Masberg and Silverman, 1996, 22) 
into which the visitors enter voluntarily in the hope of being refreshed (Moore, 1980). One 
study summarises six distinct dimensions of needs which emerge in many others: 
“relieving tension and relaxing, seeking intellectual enrichment and exploring new 
places, being with family and visiting friends, seeking excitement and exotic adventure, 
being alone and self-discovering, and escaping routine” (Rubenstein, 1980; Iso-Ahola, 
1983, 55; Gunter, 1987; Otto and Ritchie, 1996).
37
Consumers are increasingly sophisticated and self-centred - since most people in 
industrialised societies are relatively comfortable, they seek experiences which offer 
more than sustenance, warmth and shelter (Maslow, 1954, 80-106). A new post­
materialist set of values has emerged, defined as needs for “self-realisation, self-esteem, 
affection, a better quality of life and improved social relationships” (Walsh, 1991, 62).
Economic, social and technological changes have produced “the thoughtful consumer”, 
who puts more emphasis on the quality of life than material affluence (Martin and Mason, 
1993, 37). Visitors seek quality of experience with opportunities for greater personal 
participation, whether they define quality by recreational values, intellectual stimulation 
or cultural meaningfulness (MacDonald and Alsford, 1989, 41). “The emphasis is likely to 
be more on visiting with a purpose, going to an attraction because it offers something of 
particular interest or relevance to the visitor, rather than just because the destination 
exists and there is time to be occupied” (Martin and Mason, 1993, 39). Socio- 
psychological studies of leisure have revealed that such activities are goal driven and 
linked to the expected benefits or rewards gained. An individual will undertake those 
activities which produce a sense of competence, satisfaction and fulfilment (Light, 1995a, 
126). Facilities which help a visitor to develop a critical insight and appreciation of 
historic buildings provide a boost to self esteem (Herbert 1989b, 197).
Postmodern consumers undertake leisure activities to fulfil individual needs, or wants 
(Leiper, 1990, 373), which may be hedonic or utilitarian, or both (Beeho and Prentice, 
1997, 76). It is useful, though simplistic, to refer to “the twin natures of [wo/]man” (Pick,
1988). These may be characterised as behaviour according to nobler and baser 
instincts. “What seems to emerge is a picture of humanity in which two taste drives are 
apparent: one of them aspirational and idealistic seeking to satisfy the mind and the 
intellect; the other to satisfy the sensual appetites. Arguably, to be fully human is to 
acknowledge and provide for the needs of both these drives” (Voase, 1995, 33). 
Consumers enjoy the “dissolving of the boundaries” between high and low cultures and 
different cultural forms, such as tourism, art, education and shopping (Urry, 1990, 82). 
Visitors experience a “postmodern thrill at the mix or close coincidence of contradictory 
categories” (Schechner, 1981; Snow, 1993, 83). What the head rejects now, the heart 
embraces later. The postmodern visitor may be Apollo today and Dionysus tomorrow.
The postmodern consumer's confident consumption of trash and high art demonstrates 
the inadequacy of the heretofore simplistic debate about whether heritage sites should 
entertain or educate (Russel, 1991, 26-28).
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The perceived opposition between education and entertainment and the unspoken 
assumption that pleasure is almost by definition mindless, ought not to go unchallenged 
(Samuel, 1994, 271). Much criticism of innovative presentations of heritage resources 
has assumed that education and entertainment are incompatible and that the latter will 
always strangle the former. “Sweeping statements about entertainment having eclipsed 
education are unhelpful, and rarely supported by empirical evidence” (Light, 1995a,
130). Even those pleading for a more rational approach refer to education and 
entertainment as separate rather than seeing them as part of the same process: “There 
has always been a fundamental problem in knowing when the entertainment stops, and 
the education starts. That is not to say the two are necessarily mutually exclusive, but 
rather, that there is a clear problem with the medium of representation ‘drowning out’ the 
intended educational information” (Walsh, 1991, 105).
In France, education and entertainment are seen as naturally complementary rather than 
mutually exclusive (Light, 1995a, 120). The educational impact of a presentation can be 
enhanced if it is entertaining and stimulating (Fleming, 1986; Screven, 1986; Ames,
1989). Visitors are not content with “mere entertainment” (Goldberg, 1983, 486).
Education was what most visitors to Burgos Cathedral (Spain), Nottingham Castle 
(United Kingdom) and Paleis Met Loo (Netherlands) identified as their motivation for 
visiting in a 1995 survey (Richards, 1996, 25). Visits to New Lanark in Scotland were 
perceived to have increased visitors’ knowledge through a beneficial learning 
experience (Beeho and Prentice, 1997, 84). Another research project in Scotland 
suggests that a quest for active learning takes second place to enjoying oneself. A study 
of visitors to the ship Discovery in Dundee (United Kingdom) showed that 82 per cent 
went to learn, compared with 63 per cent who went to be entertained. However, these 
were secondary motivations indicated after 99.5 per cent of visitors had already noted 
more pragmatic reasons for going, such as being on holiday and having a day out 
(Prentice et al, 1998, 9). While 48 per cent of visitors to an Australian ecomuseum said 
their principal reason for visiting was an interest in history or a desire to learn (Moscardo 
and Pearce, 1986, 473), only two per cent of visitors identified “self-education” as a 
reason for their last museum visit in another study (Merriman, 1991, 55).
Surveys of visitors to historic sites in Wales in the 1980s showed 62 per cent of 
respondents wanting to be informed or educated (Light, 1995a, 125). A study at Cadw 
sites in Wales suggested that a small minority seek to be taught about a site in a formal 
sense but that a large group is interested in acquiring some knowledge (Herbert 1989b,
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198). At Mystic Seaport in Connecticut (United States), learning strategies are 
implemented formally through seminars, study weekends and academically accredited 
courses, and informally for visitors enjoying a day out. The latter has been characterised 
as “education for the unsuspecting" by a director of the museum (Revell Carr, 1986, 41).
The fact that learning is of secondary importance and there is a difference in the 
vocabulary employed by visitors (“education” versus “learning”), serves to emphasise the 
difference between formal education and informal acquisition of knowledge. The 
Commission on Museums for a New Century acknowledged this difference by 
committing itself to the concept of lifelong learning rather than formal education (CMNC, 
1984, 59). “Learning is essentially a self-directed, personal process, not limited to 
activities or experiences occurring within the framework of scholastic programmes” 
(MacDonald and Alsford, 1989, 156).
“Heritage tourism based on history tends to be education-orientated” (Zeppel and Hall, 
1992, 48). Motivation towards leisure activities, in general, seems to focus on 
educational priorities (Roggenbuck, Loomis and Dagostino, 1990) and the desire for an 
informed experience has been noted in visitor surveys (Prentice, 1993, 205). A general 
or specific interest in the particularities of a site seem to be the most frequently identified 
reasons for going in some studies (Merriman, 1991; Thomas, 1989). “Acquisition of 
heritage information looms large as a motivational factor” (Thomas, 1989, 74) as has 
been shown by numerous European studies (Richards, 1996, 24). Industry definitions of 
tourism acknowledge learning as a motivation for travel (World Tourism Organization, 
1985; McIntosh and Goeldner, 1986; Richards, 1996, 100). The many and varied 
definitions of museums have adapted to these new expectations; the well-founded 
“functions” of a museum as defined by the American Association of Museums (collection, 
conservation, exhibition) are giving way to a more progressive idea of the “purposes” of a 
museum (study, education, enjoyment) as defined by the International Council of 
Museums (Weil, 1986, 26-27; MacDonald and Alsford, 1989, 37).
A marked preference among visitors for dynamic, animated and changing stimuli and 
events has been noted (Herbert, 1989b, 216-7). More recently, a survey of visitors and 
non-visitors to museums in Lincolnshire (United Kingdom) prompted 46 per cent to 
request the opportunity of seeing people making and doing things. Furthermore, 62 per 
cent said there should be things for visitors to do themselves. In a similar survey in 
Leicestershire (United Kingdom), 73 per cent wanted workshops where they could watch 
people making and doing things and 69 per cent requested events where they could do
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things. This survey further discovered that 55 per cent of respondents thought museums 
would be better if they provided participatory experiences. A London Museums Service 
survey found that there was most demand for interactive and multimedia displays which 
would bring the past to life. In two other studies requesting local comment on the future of 
museum development in the United Kingdom (Poole and Croydon), interactivity and 
liveliness were identified as key requirements (Davies, 1994).
A great deal of research has shown that visitors and non-visitors to museums want 
workshops, activities and personal contact with history rather than to be kept at arm’s 
length by the professionals (Davies, 1994, 77). Participatory activities are “probably the 
most person-oriented type of interpretation available to museums under normal 
operating environments” (Prince and Higgins-McLoughlin, 1992; Davies, 1994, 77).
There are reported successes of craft weekends and historical reenactments in attracting 
visitors to museums, a significant proportion of them first-time visitors (Davies, 1994, 79).
Another visitor survey at historic sites in Wales (SEREN, 1986) examined visitors’ 
reactions to possible site developments. As many as 91 per cent of visitors were in favour 
of “special exhibitions of crafts, costumes and armour”, 75 per cent were similarly 
disposed towards “outdoor events which recreate historical happenings”, and 55 per 
cent towards “people in historical costume” (Herbert, 1989b, 219). However, visitors also 
showed stronger levels of resistance to these sorts of events (Herbert, 1989b, 227).
Light and Prentice report that 21 per cent of visitors to three castles, 17 per cent of visitors 
to an ecclesiastical site, and 21 per cent of visitors to an industrial site sought an 
improvement in the form of “period demonstrations” (Light and Prentice, 1994, 111). 
Research undertaken by English Heritage showed that admission for six castles at which 
events were held from 1984 to 1987 had risen 16 per cent more than six castles at which 
no events had taken place (Easthaugh and Weiss, 1989, 66).
In 1995 a research project was undertaken by The National Trust (United Kingdom) 
which looked at visitors’ perceptions of its image. One man said: “The problem is you 
think of somewhere like Hampton Court [in Surrey, United Kingdom], there are people 
that are dressed up and things. There’s people that go around and take tours, you can 
have an audio tour, a guide book” (BDRO, quoted in Flanagan, 1996, 22).
The introduction of the “audience advocate”, who researches the needs of visitors to aid 
exhibition design indicates museums may be leading the way in the proper application of
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marketing principles: “Where in the past collections were researched, now audiences are 
also being researched" (Hooper-Greenhill, 1994, 9 & 1). Croydon Clock Tower's 
museum galleries in Surrey (United Kingdom) were devised after an extensive public 
consultation process, which included questionnaires, interviews and focus groups (Susie 
Fisher Group, 1990).
The postmodern era has been marked by the emergence of new interest groups and 
specialised markets (Richards, 1996, 10-11). A heritage market segment may be 
identified by grouping all potential visitors with similar motivations and propensities 
towards particular types of heritage or visitor experiences (Hall and MacArthur, 1996).
Social psychologists, market researchers and business forecasters have identified 
attitudes and lifestyle as important alternatives to the traditional classification of people 
by demographics and socioeconomic groups (Middleton, 1990, 29-31). Middleton 
argues that museums should target an “inner directed” group (as identified by Applied 
Futures Ltd), which has been growing in significance (from 25 per cent to over 40 per 
cent of the population) over the past 20 years. This group is made up of “people of all 
social groups and income levels, mostly educated beyond school leaving age and 
typically aged over 40, who have achieved the self confidence, maturity of personality 
and tolerance to be able to live easily with themselves and social contacts” (Middleton,
1990, 30). This is a significant alternative to more traditional segmentation approaches 
(Davies, 1994, 58). Another alternative is the “values and lifestyles” framework, which 
identifies nine different types of consumer (Gunther, 1999, 119). This has been used to 
target adults most likely to visit museums (Mitchell, 1984, 8).
A further attempt to segment the London (United Kingdom) tourist attraction market in a 
different way (figure 12 - page 43) is based on a psychographic analysis of motivation 
(Flog, 1991). It puts the Tower of London on the itinerary of the psychocentric visitor and 
the Hayward Gallery on that of the allocentric (Richards, 1992, 7). The Canadian 
Museum of Civilization in Hull has segmented its market according to patterns of 
behaviour and designed exhibits to suit: visitors can be characterised as “streakers”, 
“strollers”, or “students” (MacDonald and Alsford, 1989, 74). Both these approaches go 
some way to differentiating the visitors in terms of personality.
The visitor's personality forms one of the components of an attraction system (Pearce,
1991, 51). The visitor, the “marker” and the “sight” create the site’s meaning for each 
visitor (MacCannell, 1976, 110). A heritage site is a sign; it “represents something to
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someone”: the Eiffel Tower may be a symbol for an “idea or feeling of Paris”
(MacCannell, 1976, 109 & 132). Each visitor's own experience and knowledge, 
individual interests, motivations and concerns determine which experiences they enjoy 
or appreciate, how they react to exhibits and which experiences offer fulfilment (Beeho 
and Prentice, 1997, 76). To attempt an understanding of these “personal agendas” is to 
put visitor needs at the heart of attraction management (Falk and Dierking, 1992, 33; 
Beeho and Prentice, 1997, 76).
Kelly’s personal construct theory (1955) has been used to investigate the attractiveness 
of seaside resorts. The 60 respondents offered explanations which fell into three 
categories - physical attributes of the resort, its entertainment value and personal 
involvement (Riley and Palmer, 1975). “Personal constructs” have been defined as 
“hierarchies of bipolar constructs” which help people make sense of the world around 
them (Johns and Tyas, 1997, 477; Kelly, 1955, 57). These build on Lévi-Strauss’ simple 
dichotomies mentioned above (Selden, 1985, 59). The personal construct approach, 
while emphasising the importance of understanding the individual, implies that the visitor 
has an organised view of an attraction, whereas a jumble of ideas is probably closer to 
the truth.
A visitor’s preconceived notion of an historic site is comprised of previous knowledge 
about it and associated subjects, impressions gleaned from promotional material, 
emotions and attitudes towards it. A useful illustration of this profusion (and confusion) of 
ideas in the visitor’s mind is provided by literary heritage sites. Visitors were attracted to 
Hill Top Farm, the former home of Beatrix Potter, in the Lake District (United Kingdom) by 
literary influences, but also found the visit to this particular place, had connotations of 
childhood, Englishness, preservation, and rural nostalgia (Squire, 1993; Herbert, 1995, 
34). Places associated with writers in their real lives and those which provided the 
settings for their novels merge in visitors’ perceptions of them: “Great works of 
imaginative literature are often set in the real world of the writer’s experience. There is an 
interaction of real and imagined worlds which is of central importance. This mixture of 
fact and fiction, of the real and the metaphorical, finds expression in Hardy’s Wessex ... 
The lines blur as imagined worlds vie with real-life experiences” (Herbert, 1995, 33).
If visitors to literary places bring accurate information, misconception and imagination to 
literary sites, as demonstrated by the above examples and a study of visitors to Jane 
Austen’s home in Chawton (United Kingdom) in 1993 (Herbert, 1995, 37-41), how much 
more complex is their emotional baggage at other heritage attractions, notions of which
44
may be gleaned from television, romantic fiction, popular academic works and theatre? 
Television alone offers a range “from the great classical epic movie to the documentaries 
on archaeological and historical themes” (Walsh, 1991, 39-40).
Students unable to answer a question about the design of concentric ring castles blamed 
“too many heroic movies ... with fights at successive castle walls” (Prentice, 1995, 164). 
Curators at a museum in Texas found television and film to be clear influences on 
visitors’ images of cowboys, the subject of a Special exhibition (Perry and Cullen, 1982, 
215). A programme of workshops and discussions showed that many visitors began to 
recognise the film image of cowboys as mythical and to realise how it had been 
manipulated (Perry and Cullen, 1982, 218). A lack of specific knowledge about different 
eras in history, family folklore from an ill-defined past, and stereotypical notions about a 
mythical single bygone age (or “polychronicity” [Porter, 1981, 113-114]) contribute to the 
visitors’ interpretation of their heritage experiences: “Grandmother’s life was not just 
compared to but likened to Tudor period activities” (Crang, 1996, 125).
Visitors probably do not suffer from this mix and match perspective on the past. Arguably, 
visitors in the 21st century are more conscious of the way in which the world around them 
is constructed than were visitors in the 20th century. Gone, or going, is the classic realist 
text with its authoritative linear narrative and empirical truths (MacCabe, 1974,
8).Tristram Shandy {Sterne, 1760-1767), U/ysses (Joyce, 1914), To the lighthouse 
(Woolf, 1927) and The garden of forking paths (Borges, 1941) paved the way in literature 
for fragmented narrative in film (for example, in Natural born killers, Oliver Stone, 1994) 
and (in the United States) television (for example, mCourthouse, Deborah Joy LeVine, 
1995). All of these demonstrate the variety of ways a story can be told (Gibson, 1996). 
“Most visitors today are oriented toward a multichannelled, cool-media approach to 
experience. They expect to be able to switch back and forth among channels easily, to 
experience a rapid transformation of frames” (Snow, 1993, 192).
Cohen identifies five types of tourists. First, there is the modern pilgrim (an existential 
tourist) in quest of meaning through an encounter with somebody else’s way of life; then 
there are experimental, experiential, and recreational tourists. Last, there is the 
diversionary tourist in pursuit of mere pleasure in the strange and novel (Cohen, 1979; 
Cohen, 1988a, 376-377; Kirshenblatt-Gimblett and Bruner, 1992, 302). Most visitors to 
Plimoth Plantation in Massachusetts (United States) (figure 13 - page 46) fall into the 
recreational or diversionary category (both under the heading “entertainment”); the 
experiential and experimental types are together under “experiential”; but a few are
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“existential” tourists, analogous to pilgrims, as Cohen would have it (Snow, 1993, 162- 
169). .
Cohen, writing in the 1980s, suggested that visitors seek authenticity in varying degrees 
of intensity: “Individuals who are less concerned with the authenticity of their touristic 
experiences will be more prepared to accept as ‘authentic’ a cultural product or attraction 
which more concerned tourists, applying stricter criteria, will reject as ‘contrived’” (Cohen, 
1988, 376). If visitors suspect a conceit, they negotiate a relationship with it and a 
meaning for it (Cohen, 1988, 375).
This classification implies that each visitor is one of five fixed types with a fixed level of 
credulity. Most visitors are sophisticated enough to deconstruct staged authenticity and 
they choose whether to play along, stand aloof, or laugh to scorn. “Post-tourists” know 
that they are not time travellers when they go somewhere historic (Feifer, 1985, 271). 
Visitors who are willing to suspend disbelief at Plimoth Plantation, according to Cohen, 
should “be looked upon less as shallow, easily gullible simpletons ... but rather as 
persons who attend a performance or participate in a game” (Snow, 1993, 164). Cohen’s 
analysis was revolutionary in acknowledging different types of tourist (Leiper, 1990, 368) 
but the new revolution is the realisation that each visitor may move from one 
classification to another, depending on mood, level of personal interest in the site, the 
feelings of their companions, and any number of other variables, including their personal 
construct for this particular heritage experience. A study of visitors to three heritage sites 
in the United Kingdom, revealed that the criteria for what constituted authenticity differed 
from visitor to visitor depending on age, education and personal significance; it was a 
negotiable concept (Goulding, 1997; Goulding, 1999, 63).
It is difficult to apply the guidelines of authenticity to places where real worlds and dream 
worlds are closely intertwined (Herbert, 1995, 34). Visitors are not looking for authenticity 
in the same way that historians, sociologists, curators, attraction managers and 
academics might understand it. The “thoughtful” visitor is looking for something more 
nebulous - a “real” experience (Martin and Mason, 1993, 39). They may enjoy it with their 
tongues firmly in their cheeks or see it as an opportunity to learn, depending on the 
authority with which it is delivered and the respect they accord it.
The integrity and genuineness of what is offered will, in part, determine the lasting quality 
of the experience (Martin and Mason, 1993, 40). Whether the visitors actually learn 
anything is irrelevant; what is more important is that they think they have learnt
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something and learning can therefore be identified as a perceived benefit of their visit 
(Prentice 1993; Light, 1995a, 134).
Some savvy visitors may go to gaze upon Napoleon’s hat but they will demand to know 
why his hat is important and why, in particular, it should be important to them. If they are 
in the mood, they may also want to try a replica on for size, imagine themselves great 
leaders and laugh at their friends doing the same. Visitors are no longer willing to watch 
and worship at temples to civilisation, leaving humbled by their significance. They want 
to experience the magic of the authentic, have access to information that helps them 
understand its significance, and have the freedom to poke fun at it. The breakdown of a 
hierarchical society and the rise of a consumer culture has freed them from the need to 
bow their knees at images of greatness and given them the right to question the past. 
Whether they remember the answers is not important; it is the enjoyable opportunity to 
ask that counts.
It is not likely, then, that the development of artificial heritage products based on 
inadequate market research, launched with ill-applied marketing theories, and lacking 
the integrity of scholarship, respect for authentic remains, and sensitivity to visitors’ 
constructs of the past, are adequate to the task of delivering a quality experience for the 
postmodern visitor. Those heritage attractions which succeed are the ones which pay 
more than lip-service to marketing theories: the product life-cycle, for example, demands 
the regular updating of facilities and services. A survey of 50 visitor attractions in England 
and Wales recommended rejuvenation “at least annually” (CBI, 1998, 29). In 1996, the 
Jorvik Viking Centre in York (United Kingdom) updated its static displays (by replacing 
11 models), added an opportunity for visitor participation (a workshop where coins are 
struck) and introduced costumed interpreters (Yale, 1997, 131). The introduction of 
costumed staff is a way of introducing novelty (Holloway, 1994, 144) and enhancing the 
visitor experience (Richards, 1992, 39), and thereafter, regular changes to their activities 
and presentations is cheaper than replacing technological systems of display (Sinks et 
al, 1988, 39). However, while the focus of this chapter has been on marketing, historic 
sites, unlike many other visitor attractions, often have an educational function. The next 
chapter explores the role of interpretive media in the visitor experience.
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Chapters 
Effective interpretation
Historic sites have a great potential for educating visitors (Danzer, 1988; Hatch 1988; 
O’Connell, 1988; Masberg and Silverman, 1996, 20). This chapter examines some 
observations about how visitors learn at historic sites and the variety of approaches to 
presenting sites which encourage them to do so.
Educational benefit for the visitor seems to be implicit in the management of most 
heritage resources. Under the government legislation of 1983 which created English 
Heritage in the United Kingdom, it has a statutory duty to provide educational facilities, 
advice and information to the public (Prentice and Prentice, 1989, 155). One of its aims is 
the promotion of wider knowledge and enjoyment of England’s heritage of ancient 
monuments and historic buildings (English Heritage Education Service, 1986). 
Meanwhile, Cadw (the government body responsible for Welsh historic monuments in 
the United Kingdom) “seeks to broaden the awareness of all Welsh people wherever 
they may be, and the visitors to Wales, to help them learn, to understand, to enjoy the 
6,000 years of history visible in the landscape” (Prentice and Prentice, 1989, 155-6).
More recently established heritage attractions incorporate educational aims in their 
mission statements (in the United Kingdom, the Ironbridge Gorge Museum, the York 
Archaeological Trust and Wigan Pier Heritage Centre are to a greater or lesser extent 
established as charitable educational organisations). The Canadian Museum of 
Civilization in Hull is committed to educating its visitors but as a “learning resource” 
rather than along traditional didactic principles (MacDonald and Alsford, 1989, 157). 
Historic sites in the United States may register with the American Association of 
Museums provided they are “essentially educational or aesthetic in purpose” (Angotti, 
1982, 183).
In the 1950s and 1960s, the emergence of a new specialist - the museum educator - 
influenced the way collections were displayed. They acknowledged artefacts as 
important sources of information, and valued them for their illustrative function, 
particularly in illuminating cultural values (MacDonald and Alsford, 1989, 34-35; 
Hooper-Greenhill 1991, 54). This represented a formal commitment to education in 
museums, which historic buildings soon adopted.
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Interpretation is the means by which most visitors gain educational benefit from their trip 
to an historic resource, whether it is informal (such as reading a leaflet while wandering) 
or formal (such as attending a lecture). One of the key definitions of interpretation is 
Tilden’s: “Interpretation is an educational activity which aims to reveal meanings and 
relationships through the use of original objects, by firsthand experience and by 
illustrative media, rather than simply to communicate factual information” (Tilden, 1977, 
8). Illustrative media include panels of text, guided tours, brochures and guide books, 
audiovisual displays, self-guided trails using cassette tapes, reconstructions of the past, 
and interactive programmes which provide opportunities for hands-on experience 
(Holloway, 1994, 144).
Interpretation is a relatively new profession, although some assert its roots may be found 
in Colorado's Rocky Mountains between 1889 and 1922 (Hall and McArthur, 1996). 
Freeman Tilden, its most celebrated practitioner, stressed interpersonal skills and the 
capacity to inspire throughout his influential book. Interpreting our heritage (1977), 
thereby demonstrating his roots in guiding visitors through landscapes which had an 
emotional impact he wished to share. Despite his eagerness to educate, and the almost 
universal acclaim of his principles, interpretation has not always been defined or 
implemented as primarily educational. It was often used as a form of visitor management. 
Natural heritage sites were the first to introduce interpretive techniques which were 
primarily concerned with conservation - usually by confining visitors to environmentally 
sound paths and/or conveying a conservation message. Many definitions of 
interpretation date from this era and therefore enshrine conservationist ideals (Aldridge,
1975, 5 & 1989; Light, 1991 ; 2-3; Herbert 1989b).
Interpretation began to embrace a public relations function in the 1970s (Light, 1991, 3). 
The Forestry Commission (in the United Kingdom) uses interpretation “to generate 
goodwill and support for its activities which are frequently at odds with conservation 
objectives” (Uzzell, 1985; Light, 1991, 3-4). In the world of cultural heritage the most 
blatant current examples of this are the “brandland” sites such as Cadbury World in 
Birmingham (United Kingdom), where the purpose of the heritage centre is to promote a 
range of products {Attractions management, March 2001, 13). However, all historic sites 
seeking to further a favourable image are at pains to provide interpretation that is in 
keeping with its public image. The “key principles” Hampton Court Palace in Surrey 
(United Kingdom) exclude any interpretive activities or themes which prejudice its “status 
and dignity” as a royal palace (HRPA, 1995, 7).
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In the 1980s, interpretation was used to enhance visitors’ enjoyment of a site (Light,
1991, 5): “interpretation is important as it has the capacity to affect the experiences and 
ultimately also the benefits gained from a tourist attraction. The more recent means of 
interpretation adopted by tourist attractions have included for example dark rides, live 
interpretation, interactive displays and other technology-based experiences designed to 
engage the visitors’ senses and imaginations” (Beeho and Prentice, 1997, 76). The 
emphasis on conservation has largely disappeared and there is more stress on the 
experience. At Wigan Pier in Lancashire (United Kingdom) an emotional rather than an 
educational experience is on offer (Light, 1991, 8). Two trends were observable as the 
1980s drew to a close: a move towards authenticity (with period environments recreated 
in detail) and the use of sophisticated technology (Lumley, 1988; Light, 1991, 8).
In the 1990s, particularly in the United Kingdom, heritage centres containing little in the 
way of original material sprang up under the leadership of design gurus. The world of 
interpretation consultants burgeoned, often with a predilection for “high-tech” media 
which promised all the excitement of new toys (MacDonald and Alsford, 1995, 136). 
Interpretation which is media-led rather than content-led has been termed “toy cupboard 
syndrome” (Uzzell, 1994, 295). This technological approach is in keeping with marketing 
managers’ view of visitors with short attention spans, low levels of knowledge, and 
craving stimulation. Operational managers are at pains to keep visitors away from fragile 
architectural features and precious objects, while pushing as many through the route as 
possible (Sharpe, 1976; Beckmann 1988 & 1992). Curators imagine the visitors to be, at 
best, connoisseurs like themselves or, at worst, swine before whom it is pointless to cast 
pearls (Carr, 1994, 51-52). Interpretation is often the sad offspring of these three 
conflicting parents who want to add value to the visitor experience, to manage visitor flow 
through the site, and to provide my-size-fits-all information. None of these embraces the 
notions for which Tilden earned his plaudits: revelation, education and provocation 
(Tilden, 1977). Thus, interpretation may be employed in an organisation which is 
committed to education (either implicitly or explicitly) and yet provide little that stimulates 
learning.
In progressive museums, reliance on an education or interpretation specialist has given 
way to the idea that all members of the management team should have an 
understanding of and commitment to communication: at the Canadian Museum of 
Civilization, Royal British Colombia Museum, and Indianapolis Children’s Museum, for 
example (MacDonald and Alsford, 1989, 77). In these working environments, everyone 
is expected to be familiar with educational theories, as visitor learning is no longer the
e,
responsibility of one department but the responsibility of all.
Traditionalists believe that exhibiting an object fulfils an historic site's educational 
responsibilities. Some fear that any active attempt at education interferes with the 
visitor’s personal experience of that object (Durrans, 1988, 158). Education for some 
curators means publication - often for an academic readership only (MacDonald and 
Alsford, 1989, 35). Some interpretive offerings are watered-down versions of scholarly 
essays and lectures - an approach exemplified by guide books and guided tours to 
ancient monuments in the United Kingdom once they were taken into public 
guardianship in 1882 (Light, 1995a, 119) and still adopted by The National Trust today. 
Scholars examined and commented on the architectural features and contents of a 
building in preference to the social context in which the occupants lived (Tinniswood, 
1981). In contrast, the majority of visitors (83 per cent) in a study of guide books in the 
United Kingdom in 1980 identified information on “the way in which people lived in the 
past” as their reason for visiting historic houses, irrespective of sociodemographic class 
(Tinniswood, 1981, 98 & 105).
A similar narrow focus has existed for buildings associated with famous people: the 
“great man, great events” version of history, particularly prevalent in the United States 
(Herbst, 1989, 99). This has been largely the result of historic sites achieving recognition 
and preservation with volunteer and community conservation movements inspired by 
connections with important figures of history. This phenomenon may be characterised as 
the “tendency to elevate the individual over his or her context” (Herbst, 1989, 99). In the 
last decades of the 20 th century, there was an impetus for a wider ranging interpretation 
of historic resources according to economic, social and cultural factors. The forces for 
change in the United States are academic ones, although the more enlightened trustees 
recognise the value of appealing to a wider public by finding meaningful links to modern- 
day experience (Herbst, 1989, 106).
Even though many museum professionals may be orientated towards analysing objects, 
most members of the public prefer to focus on human behaviour and the personalities of 
individual people (Leon and Piatt, 1989, 92). There has been a shift of emphasis towards 
social history - artefacts and buildings are interpreted within a cultural context rather than 
in isolation (Sansom, 1996, 118) frequently in partially or entirely reconstructed 
environmental settings, whereby “each artefact’s meaning is clarified through its visible 
connection to related objects” (MacDonald and Alsford, 1989, 141). Features of human 
occupancy are frequently the foci of interpretation in historic sites (Herbert 1989b, 194;
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Prentice, 1993, 205-6). “Strong human interest themes” are recommended for successful 
interpretation: “people are interested in people” (Uzzell, 1994, 299). In open air 
museums, in particular, social history has developed rapidly, vigorously and radically 
(Fleming, 1993, 1; Alexander, 1968).
At the dawn of the 21st century, museums (and other heritage attractions) in the United 
States fall into three categories: those in which the artefact is primary, those in which the 
concept is preeminent, and those that emphasise both by using artifacts to express 
concepts. The first type is usually found in fine art or decorative arts galleries, the second 
in science or technology centres, and the third in history museums (Charles, 1987).
Historic sites are frequently preserved and presented to the public by fluke, luck or 
happenstance rather than because “a group of knowledgeable people, armed with 
detailed research reports ... reached a dispassionate and logical conclusion” as to why 
and how it should be achieved (Alderson and Payne Low, 1976, 7). There are few 
published examples of interpretion strategies for historic buildings, although museums 
are frequently more organised in this respect. The United Kingdom Museums and 
Galleries Commission, now known as Resource, offers a briefing paper on developing 
an interpretation strategy (Swift, 2000). Nevertheless, Discovery Point in Dundee (United 
Kingdom) is a good example of a heritage attraction lacking a clear interpretive aim: 
“Dundee Heritage Trust were unable to supply a ‘key messages plan’ for the attraction” 
(Prentice, Guerin and McGugan, 1998, 7).
There are three main ways in which a site may be interpreted: as a documentary, 
representative or aesthetic place (Alderson and Payne Low, 1976, 11-14). The decision 
to opt for one of these models clarifies subsequent interpretive decision-making. A 
“documentary” site interprets an important event or the life of a person or family. Such a 
site is restored to its condition at a specific time. Homes of significant historical figures 
often opt for this form of presentation, which demands detailed research into the specific 
building and the actual household who inhabited it (as at, for example. Sagamore Hill in 
New York, which was home to United States president Theodore Roosevelt).
The primary objective of a “representative’’ site is to interpret an era of history or a way of 
life. It typifies people of a particular time rather than concentrating on specific people. 
Research and restoration is no less rigorous but the emphasis is on explaining the wider 
context of the world in which the site stood (as, for example, at thé Wetherburn Tavern, in 
Colonial Williamsburg, Virginia which aims to interpret a typical tavern in 1770s colonial
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America). Most ecomuseums are representative sites; buildings from all over a region or 
country are reconstructed to show typical life in different households or communities 
which together form a wider society. Old Sturbridge Village in Massachusetts (United 
States) demonstrates a typical early 19th century New England town; the Museum of 
Welsh Life in Cardiff (United Kingdom) shows a range of dwellings from all over Wales at 
during different eras; and the Weald and Downland Museum in Sussex (United 
Kingdom) charts the development of English domestic architecture and associated ways 
of life.
An “aesthetic” site is one which well-researched objects are displayed without any 
attempt to recreate a period setting. Furnishings of the same period may be displayed 
together but are not based on any specific room nor necessarily with any connection to 
each other. The Geffrye Museum in London (United Kingdom) has a series of period 
rooms demonstrating the fashionable style of particular eras offering visitors the 
opportunity to compare and contrast furnishings through the ages and the juxtaposition 
of objects in context together. Many historic buildings which have lost their original 
contents offer an aesthetically pleasing home for collections (as does Killerton House in 
Devon [United Kingdom], which houses part of The National Trust's costume 
collection).
While a site may opt to be primarily documentary, representative or aesthetic, it does not 
preclude cross-category interpretation: a famous person’s home may be typical of his or 
her time or a collection of objects may serve to furnish a representative home. The 
purpose of opting for one approach is to guide subsequent decisions about the way the 
site is to be interpreted for visitors (Alderson and Payne Low, 1976, 14). This choice 
suggests which information is most important - the life.story of the notable person, the 
routine of the household, or the significance of objects on display. Supporting evidence 
for these primary objectives is the first priority (Alderson and Payne Low, 1976, 39). A 
second order of objectives may be established once the main message has been 
identified and researched. An “interpretive prospectus” is one recommended way of 
documenting decisions about primary objectives and the interpretive goals (Grater,
1976, 13). Several proposals for setting objectives refer to hierarchies, in which 
objectives (such as policy objectives and learning objectives) are organised (Cherem,
1977, 12) in three tiers (Putney and Wager, 1973) or five tiers (Prince, 1984).
This classification of interpretive aims is applicable to many sites in the United States, 
although the majority, like most historic sites in the United Kingdom, lack a coherent
54
policy in this regard. There are very few published reports showing how an interpretive 
scheme was developed, identifying the information which was discarded and which 
prioritised, save for sections in feasibility studies for heritage attractions suggesting 
themes, eras or subjects to be interpreted. Llancaiach Fawr in Nelson (United Kingdom) 
was developed by Rhymney Valley District Council under the guidance of an 
interpretation consultancy which recommended the 1640s as the best era in the house’s 
long history for interpretive purposes (Touchstone Associates, 1988). Often, these 
discussions are commissioned privately, are commercially sensitive or produce no 
written record, which makes any investigation of the process by which interpretive 
schemes are devised difficult to track. A well managed project will circulate these 
objectives to all interested parties and ensure that a written manifesto is adopted by 
decision-makers (Alderson and Payne Low, 1976, 19). Such a document also ensures 
that personnel changes in the management structure do not result in subsequent 
changes to the interpretive scheme which compromise the original aims without 
wholesale reconsideration.
Historic sites are generally understood by visitors as authoritative environments; they 
have an expectation that what they learn there is accurate. “Good interpretation does not 
glamourise the historic site nor indulge in hero worship ... it tells the story as it was, 
without indulging in fantasy or creating events that never happened” (Alderson and 
Payne Low, 1976, 29). An analysis of all pertinent primary (original documents) and 
secondary sources (including archaeological reports), evaluating the evidence they offer 
about the site and drawing acceptable conclusions from them produces a structured 
approach to the “jumble of items that enable us to get only part of the way to the truth” 
(Alderson and Payne Low, 1976, 28). The means of converting academic information 
into popular information should not fall to professional interpreters alone, for the 
translation of concepts into intelligible words and images also requires well-grounded 
skills in identifying what is of relevance and setting these things within a wider context 
(Breeze, 1994, 245). “As such, professional historians and other disciplines have a role 
in the interpretation of heritage” (Hardy, 1988, 333-338). The processes of selecting, 
condensing and judging what is of value are politically charged (Lowenthal, 1985). It is 
arguable that the task should not be left to historians alone.
Some guidelines to good interpretive practice stress the importance of presenting “the 
truth” (Alderson and Payne Low, 1976, 29). However, truth is rarely empirical and often 
dependent on point of view (an observation first made in the 5th century by Gorgias, a 
Greek philosopher). Including a range of points of view is a more realistic (and inclusive)
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approach to accuracy than emphasis on a single truth. Such an approach is not yet the
«
norm: “Studies in the fields of cultural studies, environmental history, geography and 
sociology have shown a wide range of perspectives about the value and ownership of 
heritage ... It is unfortunate that the vast majority of interpretation does not reflect this” 
(Hall and McArthur, 1996, 89). Interpretive displays usually present only one version or 
understanding of the past or present (Shafernich, 1996, 37; Hein, 2001, 13). Good 
interpretation is ideological - rather than peddling one truth, it reflects the range of values 
and interests of different groups in society (Uzzell, 1994, 298). There is no need for 
recourse to stereotypes, although frequently this is the case: “The interpretation of 
industrialisation often alternates between images of heroic inventors, philanthropic 
owners and Satanic mills” (Uzzell, 1994, 296).
Curators and architectural historians are usually responsible for the way the historic site 
is presented in terms of its fixtures, fittings and furnishings. In the past, the display of 
original objects has been seen as separate from interpretation - the curators mounted 
the display and the interpreters came along afterwards and found ways of 
communicating with visitors about it. However, the more integrated approach to 
interpretation management mentioned above requires that objects and features are 
arranged to facilitate effective communication with visitors. Objects are often displayed to 
highlight historical, social, artistic, design, scientific or technological developments 
(figure 14 - page 57), or to illustrate links, differences or relationships between them 
(Swift, 2000, 3). They serve as gateways to the interpretation of social history, often 
having a symbolic significance beyond their function. Victorian parlour organs and 
hallstands offer an insight into the 19th century mores of male and female roles in the 
bourgeois American home (Ames, 1978 & 1980).
Traditional exhibition design followed a behaviourist model, seeing the exhibit as a 
stimulus which would provoke learning in the visitor (Alt and Griggs, 1984, 386). This put 
the visitor in a passive role and assumed that all of them are the same, with similar 
motivations and expectations. Everyone is presumed to start from the same point and 
undergo the same knowledge-enhancing experience at the same pace (Schouten, 
1995b, 259). It further presumed that the visitor is intent to learn (Light, 1995a, 128). 
These are inappropriate assumptions for the informal learning most visitors enjoy at 
historic sites. Progressive, specifically constructivist, models of learning stress that 
interaction shapes knowledge - the learner selects and organises information 
subjectively in an incremental way (Hooper-Greenhill, 1997, 1). This shift in learning 
theory is similar to that in literary theory (discussed in the previous chapter) which
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acknowledges the reader’s (or viewer’s) active construction of meaning and the 
legitimacy of the many meanings so produced. It is evident in other fields too, including 
archaeology, art history and science (Tilley, 1990; Fascina and Harris, 1992; Steffe and 
Gale, 1995; Hooper-Greenhill, 1997, 3).
Educationalists recognise two forms of learning (whether formal or informal): 
unconscious storage and landmark experiences (Heumann Gurian, 1982). The former 
occurs as people are exposed to information and collect it as raw data. The latter 
happens when disparate information connects to create understanding. These are 
moments of revelation which bring previously misunderstood, unfocused thoughts 
together as concrete concepts. The latter cannot be orchestrated easily because the 
previous knowledge and experience of visitors is so varied. It is possible, however, to 
provide a great deal of raw data for visitors to store for future use or to synthesise into an 
argument for themselves (Heumann Gurian, 1982, 19-20).
The effectiveness of interpretation is determined by the interpretive medium itself and the 
users of that medium (Alt, 1977; Light, 1995a, 137). Thus, a visit to a heritage attraction is 
a communicative experience along the lines of Fiske’s semiotic model: it has both a 
sender (the heritage attraction) and a receiver (the visitor) and it is the process of 
communication that generates meanings. It “is concerned with how messages, or texts, 
interact with people in order to produce meanings” (Fiske, 1990, 2). The notion of the 
museum as a collection for scholarly use has been largely replaced by the idea of the 
museum as a means of communication (Lumley, 1988, 15). Successful communication 
takes place when each party in the process takes time to understand the other. The 
historic site which seeks to understand its visitors is more likely to communicate 
successfully with them.
There have been many studies which identify who the visitors are; progressive sites 
undertake regular visitor surveys which collect evidence of effective promotions and 
demographic information for future campaigns. Studies across the globe agree on 
certain visitor characteristics (those quoted here are United Kingdom, Irish and 
Canadian examples). A significant proportion of visitors to heritage attractions tend to be 
mature (between 45 and 64 years). Teenagers, young adults and the over-65s are the 
least well-represented. Males are usually in slightly greater proportions than females, 
though this varies with the subject of the museum (Merriman, 1991, 43). Children under 
16 are the other significant group, as are locals who visit frequently (Millar, 1999, 13). 
Visitors to heritage sites are disproportionately from white collar groups, and particularly
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from professional and intermediate white collar groups. A, B and C1 types are over­
represented in proportion to their numbers in the population, while C2, D and E typés are 
under-represented (Light and Prentice, 1994, 112). The majority of visitors tend to be 
educated beyond the minimum school leaving age or are still in full-time education 
(Merriman, 1991, 43; MacDonald and Alsford, 1989, 41; Prentice, 1989, 17-18). Families 
do not dominate but form a substantial part of the visitorship (Prentice, 1989, 57-58; 
Prentice, Guerin and McGugan, 1998, 18).
Some studies have shown that people respond differently to different types of 
presentation according to their social class, age and length of visit (Herbert 1989b, 195- 
6). These correlations are amply demonstrated by a study of visitors to Dundee's 
Discovery Point (United Kingdom), where affective and cognitive descriptions of their 
experiences, attention paid to media, and learning were related to demographic criteria 
(Prentice, Guerin and McGugan, 1998). Educational background, in particular, affects 
learning at heritage sites: of those who learned more at Discovery Point, 35 per cent had 
further or higher educational qualifications, while only 18 per cent of those learning more 
had no formal qualifications (Prentice, Guerin and McGugan, 1998, 17).
For all its growth and success in enhancing heritage experiences, interpretation’s main 
failing is that it rarely differentiates between different visitor types. Visitors are “perhaps 
the most consistently overlooked and most poorly understood element in contemporary 
discussions of public history and interpretive strategy ... there is usually little examination 
of the process by which audiences actually approach, engage and digest historical 
interpretations” (Frisch and Pitcaithley, 1986, 153). Traditional management has focused 
on the heritage resource, usually taking inadequate account of the human element (Hall 
and McArthur, 1993, 13; Screven, 1986, 112).
The interest of a heritage object for any particular visitor “depends as much on the 
knowledge or experience that the visitor brings to the encounter as it does on the 
accepted significance of the object itself” (Thompson, 1994, 304). The beliefs and 
attitudes that visitors bring to the experience (figure 15 - page 60), their preconceived 
notions about the group and the site, and their individual prejudices and preferences 
have an impact on the experience (Wright and Wells, 1990; Lingle Pond, 1993, 74).
A recognition that presentation of historic sites needs to be specific to the types of people 
who visit it characterised the work of Tilden in the 1950s. He followed the principle that 
“any interpretation which does not relate to something in the personality or experience of
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Figure 15: The visitor experience as the heart of heritage management 
(Haii & McArthur, 1996, 16)
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the visitor will be sterile” (Tilden, 1977, 9). Despite the fact that Tilden’s beliefs were the 
result of long years' experience of working with visitors and his intuitive insight, there are 
theoretical foundations for them in cognitive psychology (Hammitt, 1981). “Cognitive map 
theory proposes that people receive information ... code the information into simplified 
units, and store it mentally in relation to other information ... One’s mental models are the 
result of past experiences, and these experiences can involve social as well as physical 
encounters ... Stimuli from an ... encounter serve to trigger or activate the internal model 
that best matches the external stimuli” (Hammitt, 1981, 14).
Misconceptions, in particular, demand investigation (Prentice, 1996, 177). A study of 
“naive conceptions” has demonstrated that visitors misunderstand scientific exhibits if the 
design does not acknowledge the visitors’ erroneous prior knowledge (Borun, 1982). 
Visitors construe meanings according to their preconceptions. A qualitative study at the 
Science Museum in London (United Kingdom) showed that an exhibition which was 
designed to explain “the impact of science and technology on food” was summarised as 
“the history of food” or “healthy eating”. Visitors remembered the gallery in terms of the 
exhibits which supported one or other of their own themes: historical reconstructions for 
the former and interactive displays for the latter (Macdonald, 1992, 402-404).
Relating to the visitor’s personality and experience is a tall order, since each visitor is 
unique. However, a recognition that the visitor has a personal construct which informs 
their visit to an historic site helps in the design of interpretive schemes. A variety of media 
and differing levels of interpretation are a clear requirement. Assuming all visitors know 
nothing is as dangerous as assuming all visitors are well informed. Pitching at an 
average audience produces average interpretation (Uzzell, 1994, 301; Gross, Regnier 
and Zimmerman, 1994, 14). The starting point for any effective interpretation will be to 
help visitors organise the jumble of ideas about the site and its associated subjects 
which they have brought with them.
One aspect of the visitors’ psychological state with which many commentators agree is 
that most of them arrive at heritage sites armed with “mere curiosity” (Tilden, 1977, 8). 
Tilden recognised that it was necessary to capitalise on the visitors’ “mere curiosity” for 
the enrichment of the human mind and spirit (Tilden, 1977, 8). “Curiosity could be 
described as an open image of the world, rendering a person more receptive to new 
information” (Schouten, 1995a, 23).
Visitors must have “some degree of prior interest” (figure 16 - page 62) according to one
6,
Figure 16: Factors influencing informal education at heritage sites 
(Light, 1995, 140)
1) Presentations designed with 
a poor understanding of the 
visitor
1) Presentations designed with 
an appropriate understanding 
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2) Presentations too lengthy or 
complicated for an informal 
learning environment
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an informal learning 
environment
3) Excessive emphasis on 
entertainment, overwhelming 
display media
3)Dynamic presentations with 
an appropriate element of 
entertainment
Motives for visiting Background knowledge of history
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Poor communication, 
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commentator (Light, 1995a, 140) but this view is challenged by a designer, who 
suggests there is more subtlety to the issue. There are three segments of museums 
visitor - a small, highly motivated group of people who will learn in any circumstances; a 
small group who will not be interested in any sort of educational experience; and a large 
intermediate segment with varying willingness to learn from their visit who can be 
motivated to do so to some degree (Miles, 1986; Herbert, 1989b; Light, 1995a, 129). This 
opinion is supported by the study of visitors to Discovery Point in Dundee (United 
Kingdom), where those whose motivation for visiting was “a particular interest” in the 
subject area of the site were more likely to describe their visit as informative, exciting and 
spectacular. They were also less likely to describe their experience as fun or enjoyable 
(Prentice, Guerin and McGugan, 1998, 13-14). The importance of Miles’ classification is 
the recognition that a visitor’s state of mind may change during a visit, a view supported 
by Moscardo, who identifies overcoming fatigue as a particular challenge in this respect 
(Moscardo, 1996, 385). However, visitors who are motivated to learn are no more likely 
to do so than most other visitors. Only those who attend primarily to accompany 
someone else show a lower level of learning (Prentice, Guerin and McGugan, 1998, 17).
Levels of attention to media are pertinent to their effectiveness. Visitors who report a high 
level of attention to media knew and learned more than those reporting low levels of 
attention (Prentice, Guerin and McGugan, 1998, 17). Visitors who reported a high level of 
attention tended to be those with a particular interest in the subject matter of the 
experience (Prentice, Guerin and McGugan, 1998, 18). Those who stated learning as 
their motivation for visiting did not report higher levels of attentiveness than others 
(Prentice, Guerin and McGugan, 1998, 12).
For visitors to process new information and learn from it, they need to undertake what 
one researcher has termed “mindful” behaviour in contrast to “mindless” behaviour, 
which is overdetermined by the past. “When mindless, one relies on categories and 
distinctions derived in the past. Mindlessness is single-minded reliance on information 
without an active awareness of alternative perspectives or alternative uses to which the 
information could be put” (Langer et al, 1989, 140).
Mindless visitors may also result from a lack of control or influence over the environment 
in which they find themselves (Langer and Piper, 1988). “Intrinsic motivators include the 
opportunity to interact with (control) an exhibit, and elements of surprise and/or 
challenge” (Screven, 1986, 113). A third path to mindlessness is referred to as 
“premature cognitive commitment” (Moscardo, 1996, 381). The visitors may decide that
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the information available is irrelevant or unimportant to them or they accept or borrow 
unquestioningly a definition or a stereotype from elsewhere.
It is a necessary feature of interpretation, therefore, to render the visitors mindful in order 
that they will be receptive to new information. Mindfulness is a state of mind in which the 
visitor draws novel distinctions, examines information from new perspectives and is 
sensitive to his or her context (Langer, 1993, 44).
This definition is similar to what psychologists refer to as arousal: “General arousal 
increases in states of motivation and emotion, and decreases with boredom and lack of 
interest” (Vernon, 1971, 148). “Motivation involves a group of intrinsic and extrinsic 
characteristics that encourage to attend, follow instructions, cooperate, and return. 
Intrinsic motivators include usefulness, coherence of content, timeliness [and] personal 
meaning” (Screven, 1986, 113).There is considerable empirical evidence of direct and 
significant links between mindfulness and increased self-esteem, learning and creativity 
(Moscardo, 1996, 382).
One model of interpretation at built heritage sites which is designed to inspire 
mindfulness in the visitor offers a framework for comment on good practice as 
expounded by published guidelines and case studies (figure 17 - page 65). In this model 
of mindfulness, setting factors refer to the interpretive scheme, which includes the site 
itself (for example, buildings and furnishings) and additional media (such as 
audioguides and panels). This emphasises an integrated approach to the interpretive 
scheme. The recognition of the “visitor factors” is an even more inclusive view of a 
heritage site, acknowledging what the visitor brings, albeit in a simplified form.
All elements of the interpretive scheme, either individually or taken together, aim at the 
principle of mindfulness. However, there is a great deal of emphasis on professional 
presentation in the detailed guides on techniques, media and interpretive planning 
processes that are now available. Pointers to good practice include commitment to 
clarity, comfort and empathy with the visitor (Stevens, 1991, 110; Uzzell, 1989; Miles et 
al, 1988; Hooper-Greenhill, 1991; Blythe-Lord, 1991). Nevertheless, a great deal of this 
literature concentrates on the superficial - the polish with which the panels are put 
together, the attractiveness of the reconstructed rooms, or the glorious graphic design of 
the guide book.
All heritage consumers have five basic needs: awareness; orientation; participation;
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skills which facilitate learning; and a dialogue which allows them a say in the processes 
of presentation and conservation (Prentice, 1993, 33). Spatial design, interpretive media 
and atmosphere are also pertinent to the visitor experience (Uzzell, 1994), as is the 
content (Rand, 1993). Taking each of these in turn, there is some evidence of good 
practice in interpretation textbooks and studies of the genre.
Awareness
An interpretive scheme includes the promotional leaflets, advertisements and signage 
(the markers) which alert visitors to the existence of the site before they decide to visit it 
(Prentice, 1993). At least one definition of interpretation includes “arousing the public’s 
awareness” of a site’s existence (Binks, 1986, 40). Furthermore, it is recommended that 
peculiarities of opening times, the pricing structure, and an impression of the site’s 
ambience are adequate and accurate (Johns and Clark, 1993, 362).
Orientation
The interpretive scheme includes both physical orientation (directions around the site) 
and intellectual orientation. The former helps them plan their visit (Guthrie, 1984; Miles et 
al, 1982; Screven, 1986). People who have difficulty orientating themselves experience 
feelings of loss of control and anxiety (Pearce, 1988; Pearce and Black, 1984). An 
attempt to build a quality rating for historic houses resulted in just one item about 
orientation in a list of 24, which suggests that interpretation is not a priority (Frochot and 
Hughes, 2000, 161). Another study discovered that 71 per cent of visitors to a museum 
with no orientation were unaware of the existence of entire halls, 86 per cent had no idea 
what was in the nearest hall, and 41 per cent had been forced to retrace their steps at 
some point. After maps and signs were installed, visitors showed more understanding of 
where they were (Cohen et al, 1977; Moscardo, 1996, 391). Directional signs and other 
navigation aids are sometimes, by necessity, intrusive. Ideally, they should not impinge 
on the visitors’ initial impression of the site: the spectacle should inspire a sense of 
wonder (Beeho and Prentice, 1995, 231; Lewis, 1980, 152).
The second form of orientation provides “a cognitive map which they [visitors] can use to 
guide their journey through the represented past in a meaningful way, that ties up with 
their own experience” (Uzzell, 1994, 298). A number of cognitive maps will 
accommodate the different “life worlds” of a variety of visitors (Prentice, 1996, 177). 
“Visitors require and demand a sense of direction or orientation. Visitors need guidance
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about what to look at” (Uzzell, 1994, 298). “Fragmentary facts” tend to be quickly 
forgotten because there are no unifying concepts to hold them together in the visitor’s 
mind (Pask, 1975; Lewis, 1980, 153).
Studies of children visiting the National Zoo, Washington (United States) showed that 
those who received a child-centred orientation session showed significantly higher 
levels of learning than the other two groups, who were given cognitive and skills-based 
preparation sessions (Falk and Dierking, 1992, 33). The higher learners’ orientation 
session included practical information (rather than educationally relevant material) such 
as how they would travel, where they would park, what they could do at the zoo (the 
animals they would see, what was on offer in the shop and the lunch menu). Since this 
result was most unexpected, the researchers thought that children who were able to 
balance their hopes and wishes for the trip against the activities promised in the 
orientation session were able to concentrate on learning because they were not restless 
about the itinerary (Falk and Dierking, 1992, 33).
Spatial design
The layout of the site is important to the visitors’ understanding. In one study, “visitors 
learnt more where the interpretation was presented sequentially” as, for example, with 
an historical theme which is chronologically arranged (Uzzell, 1994, 294) although 
several commentators warn that “sequential structure alone cannot capture complex 
historical reality” (Porter, 1981, 113-114; Lowenthal, 1985, 223). A layout which 
minimises competing claims on the visitor’s attention is more successful than those 
which allow uncontrolled or random access (Uzzell, 1994, 294-295). Unusual objects 
tend to attract people’s attention (Goins and Griffenhagen, 1957). There is a danger in 
overloading the visitor with too many options and varieties of media: “exhibit stimuli 
compete for visitor attention” (Moscardo, 1996, 380). Too much novelty, conflict or 
information will not result in learning because the visitor will be too busy dealing with 
“the information overload” (Moscardo, 1996, 384). On the other hand, too little stimulation 
renders visitors mindless because they swiftly develop a routine to deal with the setting 
(Moscardo, 1986, 384).
A summary of the principles of visitor behaviour suggests guidelines for the design of an 
interpretive scheme, although it is noteworthy that most come from studies of museums 
and exhibitions rather than historic buildings (figure 18 - page 68). There is some comfort 
to be found in the fact that “naturalistic exhibits provide more memorable experiences”
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Figure 18: Summary of principles of visitor behaviour 
  _________ ____________________ _____ (Moscardo, 1996, 380)
Size:
Motion:
Aesthetic factors:
N o ve lty /ra rity :  
Sensory factors: 
Interactive factors:
Visitor participation:
Larger size results in longer viewing times and better recall
Moving elements in an exhibit resuit in greater attention from visitors
Shapes, colours and patterns of exhibit objects are related 
to visitor attention
There is an inherent attraction in novel/rare objects
Multisensory exhibits produce longer viewing times
Interactive exhibits, which give visitors some control over their 
experiences, result in higher levels of visitor attention
Visitor participation is associated with greater attention and better recail
Object satiation and fatigue: Repetition of content or exhibit style is related to decreased attention
Special interests:
Demographic factors:
Visibility of exhibit:
Proximity of exhibit:
Realism:
Sensory competition:
Visitors are more likeiy to select exhibits related to their interests
Factors such as age, educationai level and group composition are 
related to visitor behaviour, although no consistent patterns can 
be discerned
Barriers to visibility reduce viewing times
The closer visitors can get to exhibits, the longer they stay
Naturalistic exhibits provide more memorable experiences
Exhibit stimuli compete for visitor attention
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(Moscardo, 1996, 380). Most heritage sites are buildings with the ambience of home, 
workplace or community; a presentation which avoids sterile observation of architectural 
features alone will heighten its naturalism.
Content
The shift to social history mentioned above is one which many interpretive schemes are 
adopting. The Natural History Museum reported the highest levels of visitor interest in the 
Hall of Human Biology, although this coincided with the introduction of new interactive 
exhibits there (Alt, 1980). One reason why people learn most “at those exhibitions that 
had historical and human interest themes” is that most visitors have extant cognitive 
structures that Help them assimilate new information about people (Uzzell, 1994, 294).
All the primary information and its supporting evidence are marshalled in a form which 
facilitates learning (Cherem, 1977, 7; Hall, 1987; Lakota, 1976; Miles, 1988; Rand,
1993). A principle of the constructivist approach to education is that content should be 
structured around broad primary concepts (Brooks and Brooks, 1993). Messages are 
ranked (primary, secondary and tertiary) and a storyline developed to reinforce the main 
idea behind the display, exhibition or experience (Rand, 1993). Several definitions of 
interpretation suggest it is primarily telling a story (Aldridge, 1975; Browne, 1994, 20). 
Studies in educational (Hammitt, 1984), cognitive (Carey, 1986) and environmental 
psychology (Kaplan and Kaplan, 1978) suggest that learning is enhanced by use of such 
a structure to organise new information (Moscardo, 1996, 384). Primary and secondary 
messages at a site connected with a famous person, for example, will focus on key 
information about him/her and the concepts that are important to his/her life (figure 19 - 
page 70).
The aim of interpretation is to relate facts to one another and to the macroenvironmental 
forces at work in its past, and place events in a wider perspective than the immediate 
locality of the site (Alderson and Payne Low, 1976, 28-29). The way in which this 
information is structured is at its best when the visitor experiences a revelation - 
previously unassociated facts or ideas form a sum greater than their parts. Indeed, Tilden 
argued that “interpretation is the revelation of a larger truth that lies behind any statement 
of fact” (Tilden, 1977, 8).
A general introduction helps visitors understand the main points of importance. These 
are developed in appropriate places as the visitors progress through the site, using
Figure 19: Primary and secondary messages in an interpretive 
scheme (Aiderson and Payne Low, 1976, 30-32) ______
A 1
A2
Facts about an historic person
Background:
Family, the area in which s/he developed, influences, education 
Profession or trade:
Preparation for it, personal accomplishments, influences 
Tastes:
Architecture, furnishings, gardens, hobbies 
Importance:
Accomplishments, thinking, influence on others
Concepts about an historic person
This area was a land of opportunity
S/he was dedicated to certain basic rights for humankind
S/he was a real person
S/he made a difference to the history of this country
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8 2
Facts about a representative site
Characteristics about the society represented:
Family life, education, social life, making a living
Appearances of homes and public buildings:
Furnishings, use of tools, equipment
Concepts about a representative site
Basic needs of every era are similar
The way people think today is influenced by the way people thought in the past
C l
C2
Facts about an aesthetic site
Styles of furnishings 
Architectural details 
Landscape design
Concepts about an aesthetic site
Sites are a reflection of culture and affluence
Craftsmanship and artistry during this era differ from those of postindustrial society
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furnishings, architectural features and other sensory elements to illustrate them. A 
summary of the main points reminds visitors of them before they leave the site (Alderson 
and Payne Low, 1976, 29). People tend to forget facts but remember themes (Ham, 
1992).
There is a limit to how much new information a visitor can absorb. Cognitive 
psychologists argue that between seven and three basic concepts may be processed at 
once. They suggest that five, give or take two, is a good benchmark for an interpretive 
experience (Mandler, 1967; Miller, 1956; Hammitt, 1981, 15). A study which aimed to 
produce a method of measuring quality at historic houses included four items about the 
levels of information available (via written leaflets and staff) in a list of facilities and 
features for visitors to rate. The survey's findings suggest that adequate provision of 
information is essential to the enjoyment of a historic property. Visitors in this study rated 
the level of information as low compared with other facilities and services at three historic 
houses in Scotland (Frochot and Hughes, 2000, 164).
Deciding what to leave out and what to include in an interpretive scheme is a challenge 
in any interpretive design. Information for the novice may be criticised as distorted 
generality by an expert (Lewis, 1980, 152). The material that is left out as too advanced 
for the general visitor may be just what a more knowledgeable person - a “second level 
learner” - requires (Heumann Gurian, 1982, 20). The everyday interpretive environment 
may not be the best place to deal with such demanding visitors. A higher level of 
interpretation may be made available in a resource centre which offers bibliographies, 
reference books, classes and access to experts (Heumann Gurian, 1982, 20).
The Jorvik Viking Centre in York (United Kingdom) is a modern reconstruction of a 10th 
century village preceded by an orientation area and complemented by original objects 
displayed in a gallery. The project set out three objectives: to provide an understanding 
of Viking York, the archaeological process, and the significance of both to the city’s 
history. “The sequence has been arranged to build up comprehension cumulatively. 
There are a limited number of take-home messages. Those with limited background 
knowledge or modest capacity for insight will receive them at one level, while the more 
experienced will receive a correspondingly more complex story” (Addyman and Gaynor, 
1984,13). .
The most important of explanatory techniques is to make personal connections between 
the site and the visitor. Addressing visitors directly as “you” whether verbally or in other
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media is an effective way of doing this (Tilden, 1977, 13-14; Moscardo, 1996, 385). 
Another is to find ways of presenting information within a context which is easy to 
compare with modern living (such as the length of time it takes to make a journey or cook 
a meal, the cost of an item compared with income). At Old Sturbridge Village, the 
introductory audiovisual presentation is presented as though by a boy living in 19th 
century New England with a clear invitation to visitors to compare and contrast his life 
with that of their own childhood, whether they are adults or children. A study of visitors to 
the Smithsonian's National Museum of History and Technology found that one of the 
features visitors liked were “Discovery corners” where they were able to find information 
relevant to their own concerns (Wolf, Munley and Tymitz, 1979).
“Statements of the obvious are essential. Devices such as analogy can provide the 
visitor with a familiar idea that they can use to understand a more complicated one” 
(Uzzell, 1994, 299). “Comparisons, contrasts, an analogy, or metaphor” may be 
necessary for a visitor to understand what an expert grasps without recourse to these 
explanatory techniques (Hammitt, 1981, 14).
The creativity and imagination with which messages are presented are what determine 
the emotional and enjoyable aspects of the interpretive experience. This is what led 
Tilden to refer to interpretation as an art (Hammitt, 1981, 16).
A visit to a heritage site is a social occasion (McManus, 1987; Schouten, 1995b, 260). 
Chaucer’s pilgrims were ostensibly seeking spiritual goals in journeying to Canterbury 
but, as their storytelling shows, they were enjoying the ride. Their participation created 
the experience for them (Sumption, 1975). Enjoyment for some visitors comes as a result 
of communitas - being together with family or friends (Turner, 1969 & 1974). College 
students valued experiences at heritage sites for the social opportunities they provided 
(Masberg and Silverman, 1996, 25). Family interaction is an important aspect of the 
heritage experience (Hilke, 1989; Masberg and Silverman, 1996, 20; Davies, 1994, 65). 
Fun, in particular, seems to be the result of social interaction (Csikszentmihalyi, 1975, 95; 
Kelly, 1987, 129; Podilchak, 1991, 135). But social interaction also fosters learning.
The sociocognitive hypothesis (Doise, 1978) builds on Piaget’s model of children’s 
cognitive development (1967) to suggest that the ability to understand new concepts and 
solve problems is aided by social interaction. Exploration and manipulation of the 
physical environment raises awareness of contradictions between what is already 
known and new information causing “cognitive conflict”: the resolution of these
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contradictions is learning (Blud, 1990b, 257). Doise recommends that particular types of 
discussion help a child learn: simply telling him or her the right answer is insufficient; 
suggesting a different point of view, engaging in debate or argument and expressing 
doubt are more effective (Blud, 1990b, 258). Interpretation should encourage visitor 
groups, especially family groups, to interact and learn from each other (Uzzell, 1994, 
299). An example of an interpretive technique which makes this difficult is the use of 
audioguides to interpret the whole site.
Interpretive media
Visitors respond well to variety in the media used to present information to them: “There 
is a general tendency for arousal and attention to be heightened by change in 
stimulation, especially the onset of novel stimulation, and by variety in the conditions of 
stimulation" (Vernon, 1971, 149). The nature of the information to be explained is likely to 
suit different media (for example, an introductory video welcomes visitors to a collection 
of reconstructed buildings, a panel outside the gate gives the name of the homestead 
and the era for which it is furnished, a guidebook highlights objects of interest to be 
found inside, and a guide offers the life stories of the family members who lived there). 
Different media also serve to raise visitors’ propensity to learn in different ways: 
attentional, affective, cognitive and compensatory (Prentice, Guerin and McGugan, 1998, 
6). All these demand a variety of media be used.
Studies have shown that one medium may be more effective than others in certain 
circumstances: a study on the Isle of Man in 1990 reported that guide books were 
ignored by one fifth of visitors (Prentice and Light, 1994, 208); at the Kinabalu Park in 
Malaysia, a guide leading a walking tour scored significantly higher than booklets or 
signs when visitors’ information retention was measured; and in more general terms, 
visitors remember ten per cent of what they hear, 30 per cent of what they read, 50 per 
cent of what they see, and 90 per cent of what they do (Lewis, 1988).
One study of 140 children in a museum suggested that dynamic or moving exhibits have 
greater attracting and holding power than static displays (Brooks and Vern on, 1956). 
“Visitors are attracted to exhibits which impart a short, clear message, displayed in a 
vivid manner’’ (Alt and Shaw, 1984, 34). A qualitative study at the London Science 
Museum (United Kingdom) suggested that visitors absorb messages principally from the 
three-dimensional exhibits rather than text. Written information which contradicts visitors’ 
preconceptions may be ignored (Macdonald, 1992, 405-406).
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The level of attention visitors give to interpretive facilities influences the likelihood of 
them learning something; this may be dictated by the quantity of information presented, 
the readability of the text, and the use of aural rather than written presentations (Light,
1991). Video displays were more popular and effective than wall panels in gaining and 
keeping visitors' attention in a survey of 282 museum visitors (Landay and Bridge, 1982). 
At Discovery Point in Dundee (United Kingdom), visitors reported highest levels of 
attention to a film, whereas audio commentary, text and costumed models received 
careful attention from fewer than half the visitors (Prentice, Guerin and McGugan, 1998, 
11).
Multisensory or immersive media seem to be effective across class and education 
divisions, although professional visitors are more likely to pay less attention to this form 
of media and more to traditional media (Prentice, Guerin and McGugan, 1998, 13). An 
analysis of visitor responses to immersive experiences on the Isle of Man showed that 
they were more frequently used than traditional presentations and that visitors learned 
more from them. The immersive experiences included: models with costumed figures; an 
introductory film or video; furnished rooms; directional signs; and live animals (Prentice, 
1993, 231). This finding is in line with the discovery that large dioramas have greater 
attracting and holding power and result in greater educational benefit than smaller 
exhibits (Cone and Kendall, 1978). The addition of a soundtrack significantly increased 
visitor attention in one museum experiment (Peart, 1984; Moscardo, 1996, 389).
Despite these findings and the popularity of tableaux in which visitors experience the 
sights, sounds and smells of a bygone age in glorious or gruesome detail, there are 
dangers in simply exposing them to it. Reconstructed streets and heritage rides are 
passive forms of attention which are “likely to result in poor retention and information 
transfer” (Screven, 1990, 46).
Participation
Visitors need animated, interactive experiences to facilitate learning (Light, 1995a, 129). 
Interactive factors and opportunities for participation result in higher visitor attention and 
better recall of information (Moscardo, 1996, 381). This may take place in one or two 
ways: physical and intellectual participation.
One classification of static, dynamic, animated and reenactment forms of interpretation
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singles out the “dynamic” category because it increases participation. Like many other 
commentaries, this recommends intellectual and physical participation without noting a 
clear distinction between the two. The author suggests worksheets to be completed 
while moving around the site which ask visitors to consider a number of issues, recall 
tests and places for hands-on experience of some kind - visitors try a medieval craft, aid 
a restoration project or play an historic role (Light, 1987; Herbert 1989b, 217).
The Canadian Museum of Civilization in Hull planned opportunities for visitors to take 
part in activities: “Play a drum, paddle a 15-metre Haida canoe, dance a jig, participate in 
a fur-trade ceremony, attend an 18th-century wedding, join an immigrant family as they 
step off the train into a new world and life in 19th century western Canada” (McRae,
1987, 3). The emphasis here is on doing things and there is evidence to suggest that 
visitors enjoy and learn best from experiences in which they are actively involved.
Visitors prefer interactive interpretation to traditional displays (Borun, 1982; Diamond, 
Smith and Bond, 1988; Gillies and Wilson, 1982; Worts, 1990). Research shows that 
visitors are attracted to interactive exhibits and spend longer with them than at traditional 
displays (Moscardo, 1996, 388; Fazzini, 1972; Thier and Linn, 1976). An impressive list 
of nine studies demonstrate that visitors using interactive exhibits learn more than 
visitors to traditional static exhibits (Moscardo, 1996, 388). Visitors are more attracted to 
objects they can touch (Koran et al, 1984) and they spend twice as much time at exhibits 
where objects can be touched than where this is not possible (Houlding, 1989). Many of 
these physical participation activities have their roots in the old adage: I hear, I forget; I 
read, I remember; I do, I understand. Effective interactive exhibits “appeal to the senses, 
emotions and intellect”; those which merely require “the pressing of buttons or cranking 
of handles” are not truly interactive (Gillies and Wilson, 1982).
There is more to be gained from physical participation which leads to intellectual 
participation: “Provocation is the process of asking questions that will allow people to 
think and reach their own conclusions ... Provocation ... can involve more than the asking 
of questions, but the asking of questions is one of the quickest ways of initiating the 
participatory process” (Brown, 1971; Hammitt, 1981, 15). As many as seven studies 
show that visitors using interpretive media with questions or quizzes learn more than 
visitors using traditional media (Moscardo, 1996, 388). The time visitors spend reading 
information is significantly higher when there are questions included in the text (Hirschi 
and Screven, 1988). A range of questions will provoke a variety of mental processes 
from simple recall, convergent comparisons, divergent contrasts, judgmental thinking to 
a synthesis of ideas (Durbin, 1989; Hooper-Greenhill, 1994, 158).
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Some interpretive schemes include a quiz or a puzzle for which the visitor may receive a 
reward: these are “extrinsic motivators” and may be intangible, such as feedback or 
scores against others, or tangible, such as tokens, or privileges for achievement 
(Screven, 1986, 113). There is one caveat to the use of puzzles, especially if they 
suggest there is a right and a wrong answer. This concept may be transferred to other 
exhibits where a more open interpretation is desirable (Macdonald, 1992, 405-406).
Propensity to recall information seems to be higher in situations where the receivers are 
aware of the task required of them before they hear or read the relevant messages. An 
instruction of some kind which directs the way people organise information helps them 
remember it (Jenkins, 1974, 793). Two studies in Florida museums showed that students 
given questions or asked to devise their own questions learned more than those who 
had no questions to answer (Moscardo, 1996, 390).
Enquiry-based activities which are ambiguous, complex and visitor-centered offer 
experiences in line with constructivist principles (Peterman, 1997, 5). Such activities 
demand complex, conceptually framed content rather than simply declarative or 
procedural knowledge (Marzano, 1992), that is, themes which explain the “why” in 
addition to the “what” (Alderson and Payne Low, 1976, 55). A developed example of this 
is at the Franklin Institute’s Futures Center, where the visitors become astronauts and 
scientists coping with mission crises (MacDonald and Alsford, 1995, 141).
Interactive techniques (whether physical or intellectual) are effective when used in 
moderation. If they are overused at one site or become commonplace at many sites, they 
lose their power to generate mindfulness (Moscardo, 1996, 392).
Skills
If the interpretive media and content are constructed to lead the visitor to an open- 
minded and thoughtful consideration of the information presented, the skills required 
may be simple ones - listening, reading, feeling, discussing and drawing conclusions. 
However, the ultimate aim must be to foster “the primary skill one needs to unlock the 
magic of things ... that of seeing them objectively and subjectively at the same time, thus 
joining the nature of the perceiving subject with the nature of the object”
(Csikszentmihalyi and Rochberg-Halton, 1981).
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Dialogue
A first step in engaging visitors is to bring them into “conversation” with an exhibit 
(Screven, 1969). “Interactivity implies a dialogue between participants, whether a visitor- 
artefact or visitor-interpreter relationship. Gene Youngblood [1986] distinguishes 
between communication and conversation. While communication is a participative 
process to the extent that information is shared, the term generally implies a one-way 
flow of information. Furthermore, it presupposes a common context of definition, a 
domain of consensus, that determines the meaning of what is communicated ... The Latin 
roots of this word [conversation], meaning to turn around together, implies a two-way 
exchange of questions, ideas, and perceptions that establishes a consensus of meaning, 
a shared understanding of reality” (MacDonald and Alsford, 1989, 143).
Interpretation offers all manner of stimuli to the visitors and it is difficult to predict how 
these will be processed: “Signifiers can trigger off an infinite number of meanings to any 
number of people, and the meanings experienced by each person are going to be 
unique” (Walsh, 1991, 55). The visitors' thoughts, feelings, expressive behaviours, 
emotional reactions, activities, evaluation and stimulation through sensation are an 
integral part of their experiences. Consumers aid in the production of their own 
individualised experience through their “cultural preconceptions or imaginings” 
(Macdonald, 1992; Beeho and Prentice, 1997, 76). Through their imaginations, visitors 
contribute to the production of their own experience (Prentice, 1996, 170).
There are few published studies of the individual’s unique experiences at heritage sites 
but one phenomenological approach to investigating this revealed that college students 
consider seven aspects of a visit to be “salient”: activities, companions, site personnel, 
information, built environment, nature and culture. The two benefits they felt they gained 
during their visits were knowledge and a personal connection either with the past, their 
companions or the aesthetics of the place. The study invited them to describe their 
experiences at a heritage site in their own words; and, not surprisingly, the language in 
which they expressed the benefits they gained was, for the most part, revealing on a 
deeply personal level (Masberg and Silverman, 1996, 20 & 22-23). Some commentators 
contend that this kind of understanding - of visitors’ experiential consumption - is long 
overdue (Beeho and Prentice, 1997, 76).
The concept of dialogue with visitors also encompasses “a say in the processes of 
presentation and conservation” (Prentice, 1993, 33). Evaluation studies, whether
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qualitative or quantitative, offer visitors an opportunity to influence the way the site is 
interpreted. Methods are many and varied, strategic and secret (because they are 
commercially sensitive) but frequently ad hoc (Prince, 1984; Prentice 1993; Wager, 
1976; Roggenbuck and Propst, 1981; Russell, 1989; McManus, 1989; Vander Steep, 
1989; Risk, 1989; Putney and Wager, 1973; Alderson and Payne Low, 1976, 146-150; 
Sinks and Uzzell, 1990). There are more sites which undertake customer satisfaction 
surveys rather than evaluation studies, although science parks and museums seem to 
be pioneers in this respect (Eason and Linn, 1976; Bicknell and Farmelo, 1993). A 
number of noteworthy attempts at analysing the visitor experience in semi-structured 
interviews have been undertaken at industrial heritage sites in the United Kingdom, 
producing a framework by which SWOT analysis and the Manning-Haas demand 
hierarchy (Manning, 1986) may be applied to an interpretive scheme to produce 
guidance for management on how it can be improved (Prentice, Witt and Hamer, 1993; 
Beeho and Prentice, 1995 & 1996).
Atmosphere
“The context of interpretation is as important as the interpretation itself (Uzzell, 1994, 
297). If the interpretation is excellent but other facilities are not, the visitor experience is 
marred. Similarly, if the setting is superb but the way it is presented to the visitor 
inappropriate, the experience is unlikely to be memorable. Consideration must be given 
to the experience as a whole or “gestalt”, as suggested in the previous chapter (figure 
20 - page 79). A good example of this is the provision of facilities which obviate the 
problem of visitor fatigue, such as sensitive timings and durations for presentations, and 
seating (Moscardo, 1996, 385).
A good heritage attraction is one with a strong “sense of place” (figure 21 - page 80): 
visitors have clear conceptions of what the place is about, they understand the activities 
in the setting, they find it accessible, it excites their imaginations, and its physical 
elements are distinctive and aesthetically pleasing (Canter, 1975; Pearce, 1991, 51-52).
The study which aimed to produce a method of measuring quality at historic houses 
included two items about the authenticity of the site and the variety of “interesting things 
to look at” (Frochot and Hughes, 2000, 161). The former was affected by the extent to 
which alterations to the property (a tarmac car park in front of the building, for example) 
had spoilt its charm (Frochot and Hughes, 2000, 164).
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Figure 20: The entire experience of the museum contributes to its image 
(Hooper-Greenhiil, 1994, 51)
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There is an irony in an attempt to make a historic site real which results in an almost 
entirely artificial experience: the “multisensory authenticity” of Jorvik Viking Centre in 
York (United Kingdom) is a good example of this (Samuel, 1994, 170). Although these 
recreations of historic settings in minute detail seem to offer the atmospheric, all- 
encompassing experience visitors seek, they usually render them passive observers. 
This negates the immediacy of the setting by distancing the visitor both physically (for 
example, in a timecar) and intellectually from the experience. The experience is 
evaluated according to several factors: historical feel, orientation, scene-setters, routing, 
mapping and crowding but so too is personal engagement with the resource (Goulding, 
1997 & 1999, 63).
For interpretation to succeed, it must be subtle, enhancing the resource without drawing 
attention to itself. Facilities should always be subservient to the nature of the location, 
putting place first and interpretation second (Prince, 1983; Herbert 1989b, 195). Some 
authors note that interpretation, especially at heritage properties, is becoming the 
attraction (Walsh-Heron and Stevens, 1990, 101; Prentice, 224). Critics and supporters 
agree it is wrong for the medium to overshadow the message. This does not dictate that 
interpretive techniques must be banished or made unobtrusive but rather that these are 
not the most effective of interpretive techniques for creating an atmospheric and 
memorable experience. Good interpretation suffuses and supports the experience. 
“Attraction managers must integrate the different interpretive techniques available, 
orchestrate them, and allow visitors to select from the mix presented, those elements 
they find personally of interest” (Beeho and Prentice, 1997, 76).
Studies and commentaries in a variety of disciplines demonstrate that the visitor 
experience at a heritage attraction offers a range of benefits: cognitive learning; affective 
learning; and experiential enrichment (MacDonald and Alsford, 1995, 138). Visitors 
perceive and acquire a cognitive, an affective and an appreciative understanding during 
a visit to a heritage site (Hammitt, 1981, 13), which may include behavioural learning, a 
particular objective of many conservation-minded interpreters (Veverka, 1994). These 
three benefits sit comfortably with other researchers' models of customer satisfaction: 
cognition, affect, and direct experience (Oliver, 1993, 421); subjective, affective and 
experiential factors (Otto and Ritchie, 1996, 165). Affect has been characterised in 
customer satisfaction studies as pleasure versus displeasure and arousal versus 
boredom. The aim of arousal or mindfulness in ideal interpretive practice presents both 
both an opportunity and a threat. Customers who are aroused and positive about their 
experience will be delighted, whereas those who are aroused and negative will be angry
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(Watson and Tellegen, 1985). The possibility of both these outcomes (figure 22 - page 
83) is acknowledged in one management model (Hall and McArthur, 1996, 45). 
However, the importance of visitors' experiential consumption of heritage sites and its 
potential to elicit stronger emotional reactions than any other service industry is yet to be 
widely recognised in heritage management (Otto and Ritchie, 1996, 167).
Stevens argued that interpretation was likely to become the most important aspect of 
successful heritage attraction management, providing an essential bridge between the 
resource, its conservation and the visitor (Stevens, 1991, 110). He has been proved 
prescient in predicting interpretation's premier role - not for its communicative power - 
but for its convenience for implementing commercial objectives. While it may not be 
possible to alter the site itself (as with, for example, a listed building), it is possible to 
repackage it with a view to new target markets and rejuvenate its life cycle. It is not the 
aim to educate or enrich the visitors which is motivating change but commercial 
considerations and this may go some way to explaining why interpretation often falls 
short of its ideals.
The more idealistic of practitioners say the purpose of interpretation is “to broaden, 
challenge and transcend" conventional assumptions (Frisch and Pitcaithley, 1986, 155). 
“There is evidence that much interpretation has not been designed with effective 
communication in mind; still less has it adopted Tilden's ideals of revelation and 
provocation" (Light, 1995a, 139). “An examination of the content of many interpretive 
programs suggests that this issue manifests in several guises, including: a preference to 
address natural rather than cultural values; a reluctance to present cultural heritage as a 
living entity; a general reluctance to recognise and respond to relevant issues 
confronting heritage managers; a preoccupation with interesting facts and figures, rather 
than concepts that build frameworks with which to understand complicated processes" 
(Hall and McArthur, 1996, 98). Visitors seek hedonic (enjoyable, memorable and 
exciting), novel and stimulating (educational and challenging) environments (Otto and 
Ritchie, 1996, 169 & 171). Interpretation offers an ill-used opportunity to create these.
Penetration into target markets may be measured while visitors' enlightenment or 
enrichment are too vague to calibrate. The columns of documents detailing the 
performance of a site are headed with the labels “total retail sales", “target income 
achieved", “average spend per head" (from a 1990 English Heritage spreadsheet).
There seem to be few attempts at assessing the educational quality or academic 
credibility of historic representations (Walsh, 1991,129).
Figure 22: The relationship between visitor management, visitor 
experience and the condition of the resource (Hall & McArthur, 1996, 45)
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If more visitors come through the gate, there is clear success for the management. If 
more visitors leave feeling enriched, there is no rising line on the graph to prove it. 
Interpretation is all too often a vehicle for selling the heritage site in the short term rather 
than fulfilling the needs of visitors. Effective interpretation makes a site meaningful and 
offers a sustainable future for it. “Interpretation can facilitate the understanding of social, 
economic and physical environmental systems thought inherent in a place or period” 
(Schouten and Houtgraaf, 1995; Prentice, 1996, 176). Mahaffey (1970) stated the 
purposes of interpretation in historic sites was to widen horizons of knowledge, to create 
empathy towards cultural and natural surroundings and to promote appreciation of 
heritage (Herbert 1989b, 195). In any situation, there are varying degrees of insiders and 
outsiders (figure 23 - page 85). An outsider is a mere spectator (Smith, 1993; Prentice, 
1996, 174). One of the aims of interpretation must be to help visitors become empathetic 
insiders who know and respect the significance of a place (Relph, 1976; Prentice, 1996, 
174). This ensures a steady stream of visitors who come not only because it is highly 
recommended by others but because it is successfully communicating its significance to 
a wider public, who see the value in its preservation irrespective of the numbers coming 
through the door.
There has been no tradition of criticism of the presentation of historic sites. Unlike other 
cultural endeavours (such as literature, dance, theatre), the process by which an historic 
resource is put on display merits little comment in the mass media and relatively little in 
the specialist press. Despite Schlereth’s recommendation in 1980 that all heritage sites 
be reviewed according to their purpose, organisation, method, pedagogy, scholarship, 
fabrication, institutional sponsorship and overall effect, there are few places which can 
demonstrate critical acclaim other than by reciting the statistical record of rising revenue.
A site which offers visitors entry to what they regard as an atmospheric and authentic 
environment, with the sensory and the cognitive working together (Alexander, 1968,
264), is a place where “through experience, visitors may extend and reinforce or reshape 
their knowledge” (Macdonald, 1992, 401). Experts in internally rewarding activities, like 
rock climbing and chess, describe their experiences using the term “flow”: it describes 
“deep involvement and effortless progression”. Flow offers a loss of the sense of time 
passing, a lack of self-consciousness, the dominance of intrinsic rewards, intense 
participant involvement, deep concentration and a transcendence of the sense of self 
(Csikszentmihalyi and Csikszentmihalyi, 1988; Prentice, 1996, 176). Similar features 
have been identified as an “existential dimension” of tourism (Hamilton-Smith, 1987, 
333-334). Flow motivates people to do things that have no reward other than the acts
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Figure 23:
Insiders and outsiders (Relph, 1976; Prentice, 1996, 174)
Existential outsiders -
have a selfconscious lack of involvement and belonging 
Objective outsiders -
have a dispassionate attitude towards places and consider them selectively 
incidental outsiders -
have an unselfconsclous experience of a place as a setting for activities 
for which the place is incidental
Vicarious outsiders -
have experience of a place without visiting it
Behavioural insiders -
are attentive to the appearance of a place
Empathetic insiders -
know and respect the significance of a place
Existential insiders -
have an unselfconsclous recognition of the significance of a place, belonging and complete identity
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themselves (Csikszentmihalyi and Rochberg-Halton, 1981). Among the rewards of “flow” 
are a sense of being freed from normal cares, a sense of being competent and in control 
of the situation, a sense of discovery, and a sense of personal enrichment (Falk and 
Dierking, 1992, 105). The conditions for “flow” experiences are similar to those 
conducive to mindfulness: the individual feels capable of undertaking the task in hand, 
attention is concentrated on limited stimulus, there are coherent demands for action, 
which provide unambiguous feedback (Hooper-Greenhill, 1994, 154).
Visitors identified the opportunity to “escape” or “enter another world” as the unique 
feature of museum visiting in one study (Gunther, 1999, 126); if interpretive environments 
at historic sites can take visitors out of themselves by offering something that feels real 
and alive they will succeed (Beeho and Prentice, 1995, 237). Interaction with a guide 
enhances the realism of this experience. Visitors to Blists Hill in Ironbridge (United 
Kingdom) identified exhibit demonstrators as significant in this regard (Beeho and 
Prentice, 1995, 244). An effective guide also inspires mindfulness (Moscardo, 1996, 384; 
Kearns, 1940; Horn, 1980), which is a prerequisite for learning, one of the benefits • 
visitors seek, and an important objective for site managers. The next chapter examines 
the roie of site personnel in the visitor experience.
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Chapter 4 
Guards, guides, animateurs and live interpreters
While customer service is prioritised in other tourism sectors, it is largely ignored in 
modern heritage management (Frochot and Hughes, 2000, 157). This chapter 
explores the nature of customer service in heritage attractions and suggests some 
aspects of it which are in need of improvement. It draws on successful models of 
interpersonal communication in other hospitality sectors and examples of good 
practice in heritage management.
The importance of high quality customer care and personalised service in hotels, 
restaurants and other catering facilities has been widely recognised (Bellamy,
1991; Lipman, 1990; Lerner, 1995; Lewis, 1989a). Trave/and/e/sure magazine 
takes perverse pleasure in setting ridiculous tasks (providing fresh figs, dumbbells, 
unwaxed dental floss) for staff at the Mansion on Turtle Creek in Dallas (United 
States) to test their top rating for service in the annual readers’ poll (Spicer, 1999, 
104). Megatrends predicted that “as society increases in high-tech, there will be 
high-touch reactions”, which Kotier explains as a demand for a personalised 
service instead of “one size fits all” (Naisbitt, 1982; Kotier, 1984, 111-112). This 
trend is observabie in the heritage sector (Urry, 1990, 85). Giving each person a 
little attention, making him or her feel special and important, almost guarantees that 
the experience will be both positive and memorable (Falk and Dierking, 1992, 157- 
8). Quality assurance programmes are becoming increasingly common in service 
industries where it has often proved to be much more difficuit to maintain quality 
standards than in manufacturing industries. The Association of Scottish Visitor 
Attractions’ quality assurance programme is one initiative aiming to improve the 
standards of service at heritage attractions (Adams, 1994, 117-8).
Changes in management attitudes towards models of service encounters include 
an understanding of them as dynamic processes (that is interactions between the 
service organisation and the client), and a shift to a subjective perspective, which 
acknowledges the client as part of the process (Klaus, 1985, 21). Work in the 
service-based, post-industrial world has been described as a “game between 
persons” requiring interpersonal skills, behavioural flexibility and adaptability, and 
empathy (Bowen and Schneider, 1985, 137-138; Bell, 1973). Successful service
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providers are good at perceiving customers’ non-verbal cues and at monitoring 
themselves in order to adjust their behaviour for successful customer contact.
These skills may be measured with the “Profile of nonverbal sensitivity” test and the 
“Self-monitoring scale” respectively (Tansik, 1985, 154-155; Rosenthal et al, 1979; 
Snyder, 1974). High scoring self-monitors tend to be rated higher in job 
performance measures irrespective of their experience (Tansik, 1985, 155;
Caldwell and O’Reilly, 1982).
While there are elements of the service provided by heritage sites which are 
common to all service encounters, the study of visitor/site relationships are 
somewhat rare. More usual are investigations of airline, restaurant and hotel 
encounters (Bitner et al, 1990). Common elements are those identified in figure 24 
(page 89), including, for example, the goal-orientated nature of the encounter and 
the effect of the iocation on it (Czepiel et al, 1985, 3-15). However, the provider’s 
characteristics may be variable in many ways and malleable through training, 
experience and evaluation.
It is frequently difficult to envisage what has been obtained when receiving a 
service (Bowen and Schneider, 1985, 128). The employees’ behaviour frequently 
stands as a cipher for the service itself - they not only deliver and create the service, 
they are actually part of the service in the customer’s view (Bowen and Schneider, 
1985, 129). Staff at historic sites play “boundary-spanning roles” by giving the 
organisation a face for visitors (Bowen and Schneider, 1985, 128; Aldrich, 1979). It 
is a feature of service provision that customers tend to rely on boundary-spanning 
staff in forming evaluations because the actual service is intangible - doubly so, 
since it is both mentally and palpably intangible (Shostack, 1977a; 1977b).
“Leading analysis of service sector firms has emphasised how customer 
assessment of a service business is shaped by defining ‘moments of truth’ during 
their contact time” (CBI, 1998, 15). Success or failure depends on “that precise 
instant when the customer comes into contact with any aspect of your business 
and, on the basis of that contact, forms an opinion about the quality of your service 
and, potentially, the quality of your product” (Carlzon, 1987). The quality of the 
dialogue between the customer and the service provider is of immense importance.
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Figure 24: Dimensions of service encounters (Czepiei et ai, 1985, 8)
Element Continuum Application for service
1 Character of the service 
Purposeful Pleasure/function
encounter at historic site 
Pleasure
Motivation Elective/necessary Elective
Result Positive/negative Positive
Salience Important/unimportant Unimportant
Cost High/low Variable
Reversibility Easy/difficult Difficult
Risk High/low Low
2 Provider characteristics
Expertise
eg
skills High/low Var able
training High/low Var able
experience High/low Var able
insight High/low Var able
creativ ity High/low Var able
craftsmanship High/low Var able
discretion High/low Var able
etc
Attitude
eg
helpfulness High/iow Variable
openness High/low Variable
friendliness High/low Variable
warmth High/low Variable
concern High/low Variable
etc
Demographics
eg
age
sex
Variable
Variable
3 Production realities 
Technology Human/mechanical Human
Location Client/provider Provider
Content
Complexity
Mental/physical/emotional
Simple/complex
All
Complex
Formalisation High/low Low
Consumption unit Single/group Both
Frequency High/low Variable
Duration Long/short Both
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Some firms coach their employees in presentation skills (as with Disney, American 
Express, Tiffany’s) and have outstanding reputations for the quality of personal 
encounter they render. “In service-encounter management, the recipe for success 
is details, details, details. A service neither appears nor operates by magic. 
Consistently excellent encounter quality is a function of hard work” (Shostack,
1985, 251-253). Similar attention to service quality has been recommended for 
historic sites (Johns, 1999, 129).
One component of that hard work is the “emotional labour” performed by the front- 
of-house staff. This is “the management of feeling to create a publicly observable 
facial and bodily display ... seeming to ‘love the job’ becomes part of the job” 
(Hochschild, 1983, 5-7). Face-to-face delivery of service in this context is socially 
engineered - the flight attendant’s groomed smile reflects the company’s 
disposition: Delta Airlines is confident its planes will not crash, its departures and 
arrivals will be on time, and its welcome is assured (Hochschild, 1983, 8). These 
manufactured relationships in tourism are characterised as “commercialised 
hospitality ... [with] a phoney front of friendliness or even servility” (Dann and 
Cohen, 1991, 162). Front-of-house staff may exhibit sincere or cynical 
performances; the former believing in the impression fostered by their own 
performance and the latter having no belief in his or her own act. “The cynic, with all 
his[/her] professional disinvolvement, may obtain unprofessional pleasures from 
his[/her] masquerade, experiencing a kind of gleeful spiritual aggression from the 
fact that [s/]he can toy at will with something his[/her] audience must take seriously” 
(Goffman, 1959, 28-29).
A Confederation of British Industry report into successful attractions in the United 
Kingdom showed that staff training for quality in sincere customer service is an 
important factor in the development of tourist attractions (CBI, 1998, 11). 
Traditionally, the front-of-house staff for many historic sites has been security 
guards and guides. Their roles are undergoing changes as heritage organisations 
become more visitor-orientated. At English Heritage, security staff became hosts 
during the 1990s: “The first stage was the introduction of new outfits. In itself this 
was not a training item, but it was an important outward and visible sign of the 
change of culture, reminding custodians of their new role. The term ‘outfits’ rather 
than ‘uniforms’, was a conscious effort to distinguish the new approach” (Griffin,
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1994a, 256). A similar change has been effected at the Canadian Museum of 
Civilization in Hull; guards have become hosts (MacDonald and Alsford, 1989,
112). At Tullie House Museum in Carlisle (United Kingdom), front-of-house staff 
have been renamed visitor assistants (Hooper-Greenhill, 1994, 97). At one major 
religious site in the United Kingdom, volunteers who perform a security role have 
been renamed “shepherds” (Canterbury Cathedral, 1996). A United Kingdom 
survey found that both visitors and potential visitors were discouraged by uniformed 
male guards at the entrance to a museum. They were replaced by non-uniformed 
women (Hooper-Greenhill, 1988, 225). However, more than the outward and 
visible signs had to change - a guard’s demeanour affects the visitor experience 
too (Falk and Dierking, 1992, 86-7; Coles, 1992; Davies, 1994, 70; Hein, 2001, 4). 
The shift in style began with the introduction of or change in recruitment interviews, 
induction courses and staff training, even at management level, to emphasise the 
importance of the customer. In some cases, job descriptions are drafted to put the 
customer at the centre of all operations (Yale, 1991, 234).
A three-year training course developed the interaction skills needed to match 
customers’ expectations of warders at Edinburgh Castle (United Kingdom) and the 
main feature of this programme was customer-care training, although staff are also 
expected to improve their knowledge by reading texts made available by 
management (Foley, 1996, 301). The Welcome Hosf programme of customer care 
courses was developed by the Wales Tourist Board and subsequently delivered at 
visitor attractions the length and breadth of the United Kingdom (Parry, 1992). 
Approachable security staff are now encouraged to chat with visitors: “Museum staff 
are occasionally dismayed that guards, who have no training or mandate, interpret 
exhibits for visitors” (Falk and Dierking, 1992, 145-6). At the Field Museum of 
Natural History in Chicago (United States) daytime guards were given training in 
multicultural communication and interpretation, participated in the review of labels 
for new exhibits, and were “generally encouraged to view themselves as. 
responsible for visitor comfort and enjoyment” (Falk and Dierking, 1992, 145-6).
The usual staff at historic sites often includes guides as well as guards. In the 
United Kingdom, the Museum Training Institute (MTI) was set up in 1989 to develop 
standards of competence for all museum occupations and establish national 
vocational qualifications (NVQs) for relevant skills, including front-of-house work
(MTI, 1992). In 1998, it became the Cultural Heritage National Training 
Organisation (CHNTO), charged with validating NVQs in heritage care and visitor 
services. There are five levels of competence in the NVQ system, although most 
practical training is at levels two to four. It is noteworthy that MTI graded “provide 
information on specific items” and “provide guided tours” at competence level two, 
along with “contribute to the care [ie cleaning] of the premises” (QFI, 2001). In 1998, 
the Travel, Tourism Services and Events National Training Organisation (TTENTO) 
revised its NVQ validation to include “deliver and evaluate interpretations and 
presentations” and “interpret and present areas in depth for guided tours” at levels 
three and four respectively (TTENTO, 2000a, 23; TTENTO, 2000b, 42).
In the United States, the National Park Service offers federal employees a training 
programme which includes a competency for “giving an interpretive talk”. Since 
1998, the National Association for Interpretation has offered a certification 
programme “to provide a standard that identifies professionals in the field” (NAI, 
2000, 27 & 5).
The traditional guide - familiar to the medieval pilgrim (Sumption, 1975), the Grand 
Tourist (Hibbert, 1987) and 20th century coach tripper (Holloway, 1981) alike - is 
largely neglected in tourism literature. Those texts that do exist lack critical insight 
(Lingle Pond, 1993) or are admirably specific to one setting, such as coach tours 
(Holloway, 1981). The tradition of guiding, particularly in museums, has been 
largely voluntary. A British report of 1920 notes the use of the docent system in the 
United States: “These ladies and gentlemen are chosen for their special 
knowledge, and are maintained either by the museum or the city, or partly by both, 
or in some cases, as at the Brooklyn Institute of Arts and Sciences, by an Art 
League” (Hooper-Greenhill 1991, 34; Newsom and Silver, 1978, 242-255).
Rigorous training programmes for volunteers are organised by the museum or 
gallery, elaborate handbooks have been produced to guide the docents in their 
work, which give information on their duties, responsibilities, benefits and position 
within the museum. The museum may employ a docent-coordinator, who designs 
the educational programmes, pilots them, trains the docents and organises them 
(Hooper-Greenhill, 1991, 84).
In some museums in the United Kingdom, a docent system based on North
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American ideas is in operation. At the Ashmolean Museum (Oxford), the school 
education service is provided by docents, who run their own training programme 
and management system (Mattingley, 1984, 82-6). At the Tate Gallery and the 
Victoria and Albert Museum in London teams of volunteer guides are trained and 
managed by the education department and provide a daily gallery service for 
adults (Hooper-Greenhill 1991, 85). But these well-managed volunteer 
programmes are the exception rather than the rule (Yale, 1998, 9). Historic sites 
have rarely invested their funds in volunteer training despite the many publications 
on the subject (Wilson, 1976; Grinder and McCoy, 1985; Groff and Gardner, 1989).
Guides are one category of hosts in the context of tourist-host relationships, which 
occur during the purchase (of goods or services), co-consumption (such as on a 
beach or in a nightclub) and “where two parties come face-to-face with the object of 
exchanging information and ideas” (de Kadt, 1979, 50; Mathieson and Wall, 1992, 
135). Anthropological, sociological and psychological studies characterise guides 
as culture brokers, usually in the context of current cultures (for example, “the 
Balinese”, “the Eskimos”) rather than historical environments (McKean, 1978;
Smith, 1961; Cohen, 1985, 10; Taft, 1977) although at least one commentator 
recognises their interpretive role in this context (Nuryanti, 1996, 254). Guides in 
these situations are often “marginal” members of the community or “outsiders”.
Such middlemen or women very frequently manipulate ethnicity for gain, stage 
authenticity and peddle cultural values (Cohen, 1985; Smith, 1978). While this 
model of interaction may not be true of all guides at historic sites, other 
characteristics of the tourist-host relationship are relevant: these relationships are 
transitory, take place within temporal and spatial constraints, lack spontaneity, and 
are unequal and unbalanced experiences (UNESCO, 1976, 82).
Traditional guided tours are not universally deplored but it is difficult to find 
complimentary references to them. “Guided tours are things that bring back the 
worst childhood memories: studying the patterns on the backs of coats while an 
inaudible blue rinse drones on about regency panelling” (Mackesy, 1994, 50). 
Delivery of traditional guided tours at Edinburgh Castle (Unitd Kingdom) was felt to 
be unpalatable, dry and deadpan, reflecting a curatorial orientation and an 
assumption of visitor knowledge of architecture or history (Foley, 1996, 301). 
“Officious behaviour seems to be a strong inclination of tour guides in every era”
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(Lingle Pond, 1993, 104). Another common criticism is the tendency to name and 
list objects rather than interpret sites: “The frequently dry presentation ... such as the 
recitation of dates, numbers, and events” (Cohen, 1985, 15), all noteworthy objects 
are given equal weight and are rarely connected to each other or the site (Grinder 
and McCoy, 1985, 52). “Interpretation is not a series of object identifications: This is 
an apple-peeler. This is a Chippendale chair. This is a foot-warmer’” (Alderson and 
Payne Low, 1976, 26). Other critics note the failings in presentational style (CEI,
1992): “Too often, talks, walks and tours exemplify less than the best in 
interpersonal communication skill. Stilted, dry and memorised, and presented with 
little or no enthusiasm and sparkle, the presentation drones endlessly and painfully 
on to a well-deserved termination while visitors, reduced almost to a trance by 
boredom, drift aimlessly away” (Risk, 1994, 320).
Expectations of guides are low in the United Kingdom. One study of those working 
on coach tours showed that passengers expected them to be “reasonably 
knowledgeable, capable of organising a successful programme and caring for their 
needs, and able to hold their attention by presenting their information in an 
interesting way” (Holloway, 1981, 390). A relationship has evolved between staff 
and visitors at historic sites which is characterised by “interlocking behaviours”; 
these have developed mutually to satisfy both parties - the traditional guide and the 
traditional historic house visitor (Weick, 1979; Klaus, 1985, 24). References to . 
artists and craftsmen who are not household names, technical jargon, and the 
assumption of background knowledge are all examples of how use of language 
may form part of an interlocking relationship. However, the traditional audience for 
historic sites is too small to sustain the sector. New visitors find these unfamiliar 
patterns of behaviour exclusive and therefore unwelcoming; some do not repeat 
the unpleasant experience, while the more persistent visitor may evolve “a zone of 
tolerance” which moderates their expectations of quality (Mattson, 1994, 48).
In one United Kingdom survey, the majority of European visitors and domestic 
tourists expressed a preference for visiting attractions without a guide. In contrast,
59 per cent of North American visitors wished to have a guided tour (Donnchadha 
and Connor, 1996, 205). In another survey of mainly British visitors at Welsh sites, 
one per cent of visitors thought “notices which give facts and details” and “diagrams 
showing things as they were” were “not important”, while 32 per cent thought
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likewise about “guided tours” (Herbert, 1989b, 225). This may reflect differences in 
the standard of guiding on each side of the Atlantic, especially since North America 
has a longer tradition of providing interpretation rather than information at historic 
sites. “The general standard of all staff involved with the public in United States 
museums were of considerably higher calibre than those generally to be found in 
parallel jobs in Britain” (BTA, 1983, 10).
The discipline of interpretation has, in a way, caught up with and overtaken 
traditional guided tours, leaving them untouched in its wake in the United Kingdom. 
Meanwhile, in North America, guides have been rediscovered, reinvented and 
renamed as live interpreters. One Canadian study suggests that “live” elements 
account for 82 per cent of the total visitor experience and tour guides 73 per cent 
(Murray, 1985, 31). “The interpreter plays ... a key role in the forming of visitor 
judgements about the site” (Alderson and Payne Low, 1976, 105). A live interpreter 
has a function beyond that of a traditional guide. Progressive museums recognise 
that there is an important social context to the visitor experience (figure 25 - page 
96) and that this may be enhanced and managed in the same way that facilities are 
(Falk and Dierking, 1992, 145-6).
The idea of managing the tourist experience is not new in France. After the creation 
of holidays with pay in the 1930s, the trade unions were concerned that workers 
should take advantage of their holidays not only for a rest but also to develop their 
minds and bodies (Ouvry-Vial et al, 1990). As a consequence, social tourism 
facilities began to provide “animation”, a concept derived from the Latin word 
anima, meaning soul” (Bauer, 1996, 157). Animation is further described as “giving 
a person the courage to come out of his[/her] shell; laying free what is buried; 
providing information, ideas and stimuli; creating favourable preconditions”; it can 
“liberate freedom in people, namely the freedom to become active oneself. 
Animation should help remove barriers, it should encourage the exploratory spirit 
and openness for new contacts” (Krippendorf, 1987, 142).
In this context, an animateur is the immediate point of contact between the visitor 
and the heritage site, and is capable of providing spontaneity, worth and 
genuineness - all features of an authentic experience (MacCannell, 1973 & 1976; 
Moscardo and Pearce, 1986, 125). The role of the animateur is one of the main
Figure 25: The interactive experience model (Falk & Dierking, 1992, 5)
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concerns of the Council of Europe in the field of culture (Richards, 1996, 99).
Animateurs “should be trained as high level professionals, for they must be 
considered ... mediators of the whole cultural identity of their countries when they 
present it to others from other cultures” (Arkoun, 1992; Borley, 1994, 8). This 
function is clearly exercised by tour guides who shepherd groups of tourists from 
destination to destination where there are language and other cultural barriers to 
bridge (Attwood, 1997, 13). Although the animateur’s role may be characterised by 
reference to its historical roots in guiding - as a pathfinder and mentor, a more fitting 
analogy may be that of a shaman (Schmidt, 1979, 458) or a guru, who helps 
people “towards insight, enlightenment, or any other exalted spiritual state” (Cohen, 
1985, 8). Unfortunately, the term “animateur” is most widely used to refer to 
organisers and leaders of activities, on cruise ships, for example (Holloway, 1994, 
202). It is usually associated with active group vacations such as those offered by 
Club Med (Finger and Gayler, 1975, 19) and refers to employees who work as 
overseas representatives, entertainment officers and youth leaders (Park Lane 
College, 1997, 50) rather than those offering more esoteric services.
It is arguable that staff in historic sites are “custodians of a country's culture” when 
they make the place and its past understandable to visitors in the present day 
(Ryan and Dewar, 1995, 295). The role of interpreters at historic sites is therefore 
closer to the original idea of the animateur than the one in current use in the 
tourism industry. Animation is marginal to the job of guiding tourists on a 
sightseeing trip but central to the role of stationery interpreters, such as those at 
historic sites {Animation im Uriaub, 1975; Cohen, 1985, 13). One definition of an 
interpreter is: “One who helps to explain or make clear” (Lewis, 1994, 334). 
Interpreters undertake the art of revealing meanings and relationships in natural, 
cultural, recreational and historical resources”, according to the United States 
National Association for Interpretation, drawing on Tilden’s definition (Lingle Pond, 
1993, 27; Tilden, 1977, 8). By doing so, interpreters are following in the footsteps of 
philosophers and divines: Hobbes observed that the creative power of the 
imagination relied on the ability of one image to recall another; and Locke coined 
the term association of ideas in a chapter added to his Essay concorning human 
understanding in 1700 (Tinniswood, 1989, 119).
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Meanings are construed through the language of signs within a historic site in the 
same way that internationally-recognised sights stand as symbols for the culture 
that produced them (MacCannell, 1976). The process of “sight sacrilisation” 
(MacCannell, 1976, 44-45) is undertaken on a local level by interpretive media 
(displays, markers and people) which seek to make the site meaningful (Fine and 
Speer, 1985, 75). Meaning emerges during the process of interaction between the 
interpreter and the visitor (Arnould and Price, 1993). At the Lindheimer Home in 
Texas (United States), interpreters transform an unimposing cottage into an 
important, sacred historical sight (Fine and Speer, 1985, 76). The interpreters 
change the objective reality of the house into a subjective reality of historic shrine 
(Fine and Speer, 1985, 78). Interpreters at Blists Hill in Ironbridge (United 
Kingdom) “put the exhibit into a context so it isn’t just a building” (Beeho and 
Prentice, 1995, 243).
The use of knowledgeable, skilled and enthusiastic people to interpret subjects to 
visitors has been vital to the presentation of places such as Colonial Williamsburg 
in Virginia (United States) and Old Sturbridge Village in Massachusetts (United 
States). At Williamsburg, interpreters are considered to be the primary display 
technique, and the commitment to interpretation is impressive. The village has a 
full-time staff of 15 people engaged in training interpreters. Front-of-house staff, 
including ticket collectors, receive 12 days’ training before commencing their 
duties. After initial training, all such staff take refresher courses twice a year (for a 
period of two to five days). At Old Sturbridge Village, there is a similar commitment 
to their staff of interpreters. The aim is to teach - informally - sophisticated ideas, yet 
at the same time maintain a warm, friendly communication between interpreter and 
visitor (BTA, 1983, 10).
“Live presentations are the most enjoyable form of interpretation” (Walsh-Heron 
and Stevens, 1990, 93). “The face-to-face sharing of enthusiasm is one of the most 
effective and well-liked means of interpretation” (Binks, Dyke and Dagnell, 1988, 
37). Several commentators note the effectiveness of face-to-face communication: “It 
is widely recognised that personal interpretation through a skilled and 
knowledgeable guide, or through events and demonstrations intended to involve 
visitors, is an extremely effective means of bringing sites alive and interpreting their 
history and significance” (Binks, 1986, 44). Person-to-person interpretation has
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always proved to be the most lasting and successful means of conveying stories 
about places (Glen, 1994, 272). In the main show areas of Warwick Castle in 
Warwickshire (United Kingdom), “the communication of information to visitors is by 
human beings ... it is by far the most satisfactory way of interpreting the building, its 
contents and its rich history” (Westwood, 1994, 401). “Skilled humans remain the 
most versatile and sophisticated interpretative medium (Anderson, 1998, 47). 
Personal interpretation is the highest and best form of interaction, the most 
desirable and the best use of the visitor’s time, although bad live interpretation is 
worse than nothing at all (Tilden, 1977; Risk, 1994, 320). “Most visitors are more 
comfortable and find it more enjoyable to watch activities and talk with museum 
staff members than to read labels or examine objects” (Leon and Piatt, 1989, 80).
Not all commentators agree on the benefits of live interpretation: “People are 
neither better nor worse than labels, interactive computers, publications or any of 
the other means employed by museums and their designers ... People are of 
particular use to certain kinds of museums, especially those concerned with social 
history. In other kinds of museums or galleries the use of people can be at least 
inappropriate, and at worst infuriating ... people-based interpretation is [not] 
necessarily the highest or the best form of interpretation in museums. Nor is it 
always the most desirable and the best use of the visitor’s time” (Lewis, 1994, 333). 
One major difficulty is the low numbers of visitors interpreters can serve: at 
Kinabalu Park in Sabah (Malysia) only nine per cent of visitors took the guided 
walk, whereas 30 per cent viewed the booklets and signs (Jacobson, 1988, 26).
There is a variety of live interpretation formats: in one classification the differences 
are characterised by the nature of the site at which they work or its subject matter 
rather than their role (figure 26 - page 100). A list of live interpretation roles at an 
archaeological dig includes: informal exchanges with staff; people working at key 
positions whose job it is to explain to visitors what is going on and what they can 
see there; formal guided tours; specially programmed demonstrations; costumed 
guides and people inhabiting reconstructions; role play and drama events (Binks, 
Dyke and Dagnell, 1988, 37). A guided tour may be delivered by one guide or may 
be hosted en route by a team of interpreters. The latter requires a coordinated 
approach to providing the information to avoid the omission of essential points and 
the repetition of others (Alderson and Payne Low, 1976, 32-33).
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Figure 26: Traditional and emerging types of interpretors [sic]:
___________  :________________ __________ (Cherem, 1977, 13)
Title
1 Park interpreter
2 Public lands interpreter
3 Histericai site interpreter
4 Museum interpreter
5 Zee interpreter
6 Arberetum interpreter
7 Theme park interpreter
8 Teurist site er resert interpreter
9 Farm interpreter
1 0 Industriai interpreter
11 Urban interpreter
12 Gevernmental er legal interpreter
13 Transpertatien cerrider interpreter
As defined bv site
Site
Natienal, state, metre, and lecal natural and histericai parks 
Natienal, state, metre, and lecal ferests, range lands, 
wildlife refuges, fish hatcheries, reserveirs, 
and ether pubiic iands
Natienal, state, metre, and lecal histericai sites 
Histericai, archaeeiegical, natural histery, science, 
and art museums 
Zeelegicai parks 
Arbereta and betanical gardens 
Disney Werld, Six Flags, Sea Werld, etc 
A particular teurist site, regien, er resert 
Vacatien er shewplace farms and ranches, eutdeer markets, 
grecery steres
Private industrial eperatiens. Including autemebile assembly 
plants, breweries, canneries, weed precessing plants, 
nuclear pewer plants, mining cempany iands, 
eil drilling eperatiens
A particular city, inciuding ail Its man-made and 
natural cempenents
State and natienal legislatures, supreme ceurts, executive 
branch effices, lecal law enfercement agencies 
Based in a vehicle and interpreting the cerrider envirenment 
and regien threugh which the vehicle (airplane, train, bus, 
menerail, ship, and se en) passes
As defined bv the subject matter interpreted at the site
Titie
1 Interpretive naturalist
2 Reseurce management interpreter
3 Recreatienal interpreter
4 Histericai interpreter
5 Archaeeiegical interpreter
6 Cultural interpreter
7 Sky interpreter
8 Energy interpreter
9 Marine interpreter
1 0 Agricultural interpreter
Fact base
Natural histery, eceiegy, envirenmental issues 
Ferest, range, wildiife, fisheries, and watershed management 
Fishing, camping, beating and ether eutdeer recreatienal 
activities
Histery (iecai, regienal, natienai and werld)
Archaeelegy, pre-histery 
Anthrepelegy, ethnic er reiigieus greups 
Astrenemy, censteilatiens, weather 
Energy preductien, use and censervatien 
Ocèanegraphy, the sea er large bedies ef fresh water; 
sherellne, abeve water and underwater phenemena 
Feed grewth and precessing
100
other formal interpretation techniques are: organised entertainment such as a play, 
music (Revell Carr, 1986, 51) or a puppet show (Gross, Regnier and Zimmerman, 
1994, 56); and organised activities such as making things (Revell Carr, 1986, 50-
51), measuring things, or games (Hall and McArthur, 1996, 91). Informal exchanges 
are known as “spontaneous interpretation", “roving interpretation” (Gross, Regnier 
and Zimmerman, 1994, 75-77; Hall and McArthur, 1996, 91) or point/information 
duty (Risk, 1994, 326; Hall and McArthur, 1998, 177). Interpreters who are stationed 
in an exhibit or gallery are sometimes described as “talking labels” (Beeho and 
Prentice, 1995, 235) even though their function may go way beyond this (Revell 
Carr, 1989, 50). The responsibility here is to perform spontaneous or informal 
interpersonal contact either at information stations or on the move through the site 
and on the lookout for visitors, who may wish to chat. It is important to recognise 
that while the presence of an interpreter may be an invitation for communication to 
some, many are hesitant to approach. Therefore, a vital responsibility of the 
interpreter is to recognise point duty as more than a passive, boring ordeal of 
waiting for visitors to initiate contact. A warm, cordial greeting given by the 
interpreter actively sets the scene for interaction (Risk, 1994, 326).
“An important consideration is that interpersonal contact, no matter how brief, 
accomplishes several important things. It demonstrates that the visitor is 
appreciated and respected and presents a positive image of the agency. Visitors 
are more likely to participate in other, more formal, interpretative programmes as a 
result of this initial contact” (Risk, 1994, 326).
There are a number of advantages to live interpretation in comparison to other 
interpretive media: “Live interpreters enhance the intimacy of the experience, for 
people find it easier to relate to other people than to inanimate objects”
(MacDonald and Alsford, 1989, 144). Complicated or subtle information can be 
conveyed both quickly and competently by people (Lewis, 1994, 334). Some 
matters are very difficult to convey through static displays and labels; live 
presentations are a powerful vehicle for conveying and personalising ideas, 
feelings, and values which might otherwise elude a visitor (MacDonald and Alsford, 
1989, 144). At Mystic Seaport in Connecticut (United States), live interpreters are 
used in exhibits where there is a process to be explained or a broad social theme 
which may be illustrated by items in the exhibit (Revell Carr, 1989, 51). “Some of
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the most striking museum exhibits have been those in which people played an 
integral role in the exhibit as live artisans, musicians, scientists, and interpreters. 
When real people are integrated in an exhibit, visitors can appreciate the scale of 
an object and its relationship to the world beyond” (Falk and Dierking, 145-146).
In managing the visitor experience, the appearance of people offers a change of
(
pace, “encouraging them to pause from their normal touring to watch, or even 
participate in, a presentation” (MacDonald and Alsford, 1989, 144). Interpreters are 
a soft rather than a hard option in managing visitors. Guided tours, in particular, 
lead groups along approved routes which minimise damage to fragile exhibits and 
protect valuable objects (Burnett, 1997, 31).
Interpreters offer flexibility in tailoring information to the level of the audience and to 
demand. When demand is high guides might be standing by to lead walks almost 
continuously. When it fluctuates during the day they can be busy doing other jobs 
on-site (Binks, Dyke and Dagnell, 1988, 39). “Guided tours offer maximum flexibility 
for regularly updating the interpretation” (Binks, Dyke and Dagnell, 1988, 39; 
MacDonald and Alsford, 1989, 146) and, in this respect, are better than other forms 
of interpretation (Foppes and Cook, 1991, 101).
Interpreters, through their ability to answer questions, can make the material 
presented personally relevant for visitors (Moscardo, 1996, 384) and acknowledge 
visitors' contributions and interest (Binks, Dyke and Dagnell, 1988, 37). Live 
interpretation is an enormously successful method for getting visitors involved in 
the museum experience. Visitors are unanimous in their requests for more of this 
programming in the Smithsonian Museum in Washington (United States) (Munley, 
1982; MacDonald and Alsford, 1989, 144). “Verbal interpretation is generally 
considered to be far more powerful than nonverbal techniques because the 
interpreter can respond to changing conditions, particularly the diverse needs of 
visitors” (Hall and McArthur, 1996, 91). One benefit of live interpreters is that they 
are able to monitor visitors’ behaviour and respond accordingly (McArthur and Hall, 
1993; Riddle, 1994, 259). “People are a means of avoiding artistic blandness or 
neutrality. They can, in the original meaning of the word, be provocative, able to ... 
stimulate thought from visitors” (Lewis, 1994, 334). The effectiveness of live 
interpreters has been noted particularly in relation to visitors with special needs
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(Gross, Regnier and Zimmerman, 1994, 15). The most flexible interpretive method 
is the live interpreter. They have the ability to interact, to respond to questions and 
contact with them is usually a memorable experience for visitors (Rayner, 1998, 
46).
The disadvantages of live interpretation meanwhile are not hard to find: “The 
principal criticism of people-based interpretation is that, unlike labels or fixed forms 
of information, the performance can be variable or even erratic” (Lewis, 1994, 334; 
Rayner, 1998, 46). To be really successful, both parties need to be on good form - 
communicative and responsive. This is a difficult state of affairs to achieve 
consistently, given that interpreters have off-days, and visitors arrive with all kinds 
of preoccupations not related at all to an interest in the site (Binks, Dyke and 
Dagnell, 1988, 37).
One feature of live interpretation is the “development of legends and serious errors 
of fact, as new guides learn from older guides without the benefit of carefully 
developed guidelines” (Alderson and Payne Low, 1976, 21). There are also 
interpreters who embellish the information in the hope of better reactions from 
visitors, as evidenced by the characters in Lettice and Lovage, whose tours grow 
ever more fabulous (Shaffer, 1988).
It is difficult to find criticisms of live interpretation which do not rely on examples of 
poor practice. One of the few arguments against the genre itself is that a site may 
attract both the knowledgeable visitor and the beginner. The former needs little 
direction and may even be annoyed by intrusive “help” from an interpreter. These 
visitors want time to examine details, make their own comparisons and draw 
conclusions for themselves. The less knowledgeable visitors will appreciate 
information which helps them recognise styles, understand artistic influences, and 
appreciate craftsmanship (Alderson and Payne Low, 1976, 60-61). While helping 
the less knowledgeable visitor, the interpreter may spoil the contemplative 
experience for the more knowledgeable one.
The main criticism of live interpretation is that interpreters are expensive, even if 
they are volunteers, because they have to be trained and managed (Rayner, 1998, 
46). There is an added problem in financial terms because hardware (such as
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panels, audioguides, video presentations) are capital costs, whereas personnel 
cannot be purchased as part of a new venture and costed into a long-term loan. 
Interpreters are a drain on a site's revenue budget (Swarbrooke, 1995, 121 & 134).
The responsibilities of live interpreters are to a large extent still based on visitors' 
expectations of guides. Interpreters can provide physical orientation (Moscardo, 
1996, 384), although studies of visitors finding their way around museums, 
revealed that they preferred to use maps and signs than to approach staff for this 
information (Bitgood and Patterson, 1987; Bitgood and Richardson, 1987). 
Nevertheless, the interpreter's task does include guiding visitors (either formally or 
informally) even when an interpreter is stationary. It is the interpreter who knows the 
terrain, while the visitor is not familiar with it. The task of guiding encompasses 
navigational expertise (figure 27 - page 105) (Cohen, 1982, 242; Holloway, 1981, 
392), ensuring access (Schmidt, 1979, 450), control, security and safety (Schmidt, 
1979, 457-458), and comfort for the visitor (Cohen, 1985, 12). At many sites, it is the 
interpreter's responsibility to enforce security regulations (Alderson and Payne 
Low, 1976, 132). The role of the interpreter in these authoritarian capacities is that 
of a guardian - both of the visitors and the site.
An interpreter is responsible for “the social component” of a visitor experience too. 
S/he is an instigator of sociability, making visitors feel welcome, helping visitors 
integrate with each other and buoying morale (Schmidt, 1979, 457 & 454). This 
task has been studied in the context of a coach tour (Gorman, 1979, 480; Holloway, 
1981, 390) but not for a room steward or guide in an historic building, who has 
limited time to build a relationship with a constant flow of visitors. This aspect of the 
interpreter's job is nevertheless an important one from the visitor's point of view; 
social interaction is desirable in a leisure experience (as demonstrated in chapters 
two and three) and “interpersonal chemistry” is frequently the part of a service 
encounter which is best remembered (Jones and Lockwood, 1989, 111-112). 
Visitors chiefly remember the interpreters’ friendliness and responsiveness, even 
when the information exchange is limited to naming objects (Pearce, 1984, 142). 
Social interaction between interpreters and visitors may take the form of “matching 
stories”: the visitor responds to information by explaining a similar experience, 
which the interpreter acknowledges (Fine and Speer, 1985, 86). There is also an 
opportunity for visitors to respond to one another and experience “communitas”
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(Turner, 1969 & 1974). In these ways, the interpreter is acting as a host. The mix of 
hosting and controlling the visitors is a complex one: authority provides the 
interpreter with the opportunity to impose rules and influence the development of 
community (Arnould and Price, 1993, 34). In this way, the work of an interpreter has 
the feeling of a relationship rather than merely a transaction with the visitor; on a 
Colorado river trip, visitors reported they saw the guide as a friend. These 
encounters may be described as “boundary open”, resembling a meeting between 
friends. In such encounters, service providers are expected to be actively involved 
and share their feelings (Arnould and Price, 1993, 27 & 35).
Boundary-spanning roles are those in which service providers must be surrogates 
for the organisation for which they work (Bowen and Schneider, 1985, 128; Aldrich,
1979). A package holiday tour guide is seen by clients as the travel company’s 
representative (Geva and Goldman, 1991, 179). In some organisations such as the 
United States National Park Service (Sharpe, 1976) and Buckingham Palace in 
London (United Kingdom) (Buckingham Palace, 1998) the front-of-house staff fulfils 
a public relations function, performing as ambassadors (Lingle Pond, 1993, 81).
Being an expert is a prerequisite for interpreters to gain credibility in their work but 
what form this expertise takes depends very much on the environment they are 
interpreting. “A person who is expected to interpret a blacksmith’s shop, for 
example, will need experience in blacksmithing and in working with blacksmith’s 
tools more than he will a college degree. A guide for the home of Brigham Young, 
the Mormon leader, on the other hand, will need an educational background 
adequate to the discussion of Mormon theology and history” (Alderson and Payne 
Low, 1976, 106). Certain “expertise” rules hold true for all interpreters, such as 
offering accurate information about the site, pronouncing names and terms 
correctly, and knowing all pertinent technical information; in short, knowing more 
than is required during any interpretive exchange (Grinder and McCoy, 1985, 57). 
“Training allows for the provision of accurate, spot information, whereas education 
promotes understanding through creating a context for information” (Boniface and 
Fowler, 1993, 23). Continuing research and reading will often turn up facts that 
throw a different light on traditional stories long associated with the site: “A good 
interpreter will grow on the job and will not be afraid to let cherished legends die if 
they are proved doubtful” (Alderson and Payne Low, 1976, 106).
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Entertainment is another important element of interpretation. The interpreter should 
aim to be part actor, part teacher, part salesman; stage managing, adding drama, 
entertainment and involvement to the story (Binks, Dyke and Dagnell, 1988, 39). 
Dramaturgical skills include storytelling (Gross, Regnier and Zimmerman, 1994, 51- 
53), recreating reported dialogue (Fine and Speer, 1985, 85) and theatrical 
techniques such as reciting famous speeches (Holloway, 1981, 389). The 
advantages of amusing or inspiring visitors are attracting and holding their attention 
but these must be weighed against the disadvantages of upstaging the site and the 
danger of trivialising it. The Yeoman Warders’ tours are triumphs of style over 
substance: at the Tower of London “audiences don’t look for historical truth; they 
expect a spiel compatible with tradition and romance - the frisson of tales well told”; 
the “Beefeaters” are successful entertainers not interpreters (Lowenthal, 1992b, 9).
An interpreter plays several roles: host, guardian, expert, entertainer, ambassador 
and even guest (Buckingham Palace, 1998, 11-13 & 2000, 14). S/he balances 
these roles in response to the needs of the visitors and the needs of the site. Other 
practitioners summarise the roles differently: leader, educator, public relations 
representative, host, conduit (Lingle Pond, 1993, 76-85). Interpreters must be “jacks 
of all trades and masters of most”, and recognise their roles “as guardians of and 
spokespeople for our heritage” (Risk, 1994, 329). An interpreter who lays too much 
stress on one role to the expense of others may become “a cop” (who perceives 
visitors’ activity as a threat and tolerates their presence, issuing rules to modify their 
behaviour), “a machine” (who regurgitates the same performance without 
modification, spontaneity or personality, and disapproves of visitors asking 
questions or making requests), or “a know-it-all” (who is focused on imparting 
information to establish his/her superiority and cannot admit to a lack of knowledge) 
as opposed to a welcoming, chatty, open and responsive “host” (Ham, 1992; Hall 
and McArthur, 1998, 176). This demanding balancing act comes naturally to some 
people, while “others can become more confident and effective with training”
(Binks, Dyke and Dagnell, 1988, 37).
Whatever labels identify the roles undertaken by interpreters, commentators agree, 
they fulfil several functions (figure 28 - page 108): recreation, education, fine art, 
and management (Wells and Wright, 1989). To the extent that interpretation is an 
art, for example, the interpreter is an artist and the visitor an appreciator; to the
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extent that the interpreter is a manager, the visitor is a client (Lingle Pond, 1992, 
76). Advice on the provision of interpretive information frequently describes the job 
In terms of multiple functions: “Interpretive content at heritage sites must contain 
four components: reference to the heritage itself; the interests of visitors; the 
interests of heritage management; and the interests of the interpreter” (Hall and 
McArthur, 1996, 95). Reference to the heritage itself is shaped at a successful site 
through the development of a standard of interpretation aimed at the site’s type of 
visitors with predetermined objectives outlining the facts, ideas and concepts which 
visitors should understand together with guidance on where to offer information 
(Alderson and Payne Low, 1976, 21). “Developing general outlines for the 
interpretation of the historic site is a major responsibility of top-level staff members, 
working within the general objectives that have been agreed upon by the trustees.
It is not a task to be delegated to the interpreters themselves, though it would be a 
short-sighted administrator who did not enlist the interpreters to help in the task” 
(Alderson and Payne Low, 1976, 39).
The interests of visitors are served by interpreters who see them as individuals. 
“No-one feels good about being received as another look-alike member of a tour 
group” (Leishman, 1998). Showing an interest in visitors on an individual basis 
serves two purposes: it improves the quality of the relationship between the 
interpreter and the visitor; and it alerts the interpreter to the knowledge and 
experiences visitors have brought with them. This helps the interpreter tailor the 
information to their needs: “You people from Arizona will know that this area was 
once a part of Mexico” (Alderson and Payne Low, 1976, 52). Visitors will nod or 
agree verbally with an interpreter who invites them to recall information s/he knows 
they already have. But, as many a commentator has pointed out: “How much prior 
knowledge can be assumed in the visitor?” (Thompson, 1994, 304). What do 
visitors carry in their “baggage”? (Wright and Wells, 1992, 74). To have real 
meaning for the listeners, the subject must in some way touch them or their 
experience” (Grater, 1976, 29). “Conceptual pegs” are those links between the 
visitor’s own experience and knowledge and the features of the site (Jenkins, 1974; 
Pearce, 1984).
The ways in which interpretive information is structured and adapted for visitors 
with different interests, knowledge and experience require a sophisticated rather
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than simplistic approach. It may be that the mineralogist sees a piece of moon rock 
as didactic, the artist sees it aesthetically and the casual visitor, fired by notions of 
space travel, finds it emotive (Shettel, 1973). But visitors are not unidimensional - it 
is possible for an individual to experience the moon rock as emotive, aesthetic, 
didactic and in many other ways at the same time (Alt, 1977, 249). The interpreter 
and the visitor are engaged in a narrative process (Roberts, 1997) during which 
they “make meaning” (Silverman, 1995; Rounds, 1999). A constructivist approach 
to interpersonal interpretation suggests that the goal of an educational setting is to 
facilitate meaning making by emphasising that the material presented represents 
particular interpretations of culture and that others may contribute rich and 
interesting perspectives on the same material (Hein, 2001, 10).
The interests of heritage management may be served through tools which help to 
structure other service processes, such as a list of suitable behaviours which the 
contact person is supposed to follow during interaction with a customer (Yale,
1998, 314). These are sometimes referred to as “scripts” although they are not 
simply texts to be memorised. They may focus on how emotional and psychological 
bonds can be created using language, gestures, the environment, symbols and 
displayed emotions (Mattson, 1994, 50) and/or the different ways in which 
interpretive information may be structured. “Use plenty of eye contact” says one 
guide for interpreters (Binks, Dyke and Dagnell, 1988, 107) but other, more 
developed scripts, such as the “line talk” described by Disney employees, provide 
instructions for facial expressions and gestures and detail when to use them (van 
Maanen, 1989). These prepared “routines” can help “establish a floor of civility and 
competence” (Leidner, 1993; Ritzer, 1996, 83). It is the role of the site manager to 
decide what level or tone of personal interpretation is acceptable within his or her 
own culture (Lewis, 1994, 334). Good taste in interpretation is essential (Ham and 
Shew, 1979, 43): interpreters should avoid being “cheap, sensational or vulgar... 
neither should they play up sensational features of the site at the expense of the 
more important aspects of the interpretation ... Trying to impress visitors with how 
much some particular antique cost is also in bad taste ... Interpreters should never 
try to impress their audience with their own knowledge, nor should they provoke 
laughter by ridiculing the past” (Alderson and Payne Low, 1976, 30).
In its most extreme form, tourist guides in totalitarian regimes may give highly
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ritualised performances, which appear to offer neutral information but actually serve 
to engender in visitors some wider social or political impression, such as those 
used in the Philippines under martial law (Richter, 1980). The list of suitable 
behaviours may also distinguish between core and additional services (Mattson, 
1994, 55). The core service for many interpreters is education, while entertainment 
is seen as a means of educating rather than a core service (Ryan and Dewar, 1995, 
295). Sometimes, these scripts can evolve and become the norm rather than being 
imposed by management, as interpreters develop strategies for “planned intimacy” 
such as handshaking, smiles and open acknowledgement of visitors facial 
responses (Fine and Speer, 1985, 80). Scripts may include strategies for 
constructivist interpretation in which visitors “study” rather than “learn” (Black and 
McClintock, 1995) as was the case in a study which compared two styles of guided 
tour at the San Francisco Museum of Fine Arts in California (United States) (Horn, 
1980).
The interests of the interpreter may be put to good use if the site follows the 
philosophy of some practitioners who maintain that historic site staff must be 
primarily responsible for the development of their own material (Pearce, 1984,
142). “They maintain that administrative guidelines stifle spontaneity and are likely 
to result in an offensive ‘canned spiel’ interpretation. It may be argued, however, 
that the truly gifted interpreter will be effective with or without guidelines, and that 
the untalented interpreter will soon turn to his own or someone else’s canned spiel, 
regardless of the opportunities for spontaneity” (Alderson and Payne Low, 1976, 
21). Effective boundary-spanning employees encourage customers to interact in 
the service creation process, involving them in their own goal achievement which, 
in turn, helps them accept some responsibility for how satisfying the service is 
(Bowen and Schneider, 136; Mills, Chase and Marguiles, 1983). At the Virginia 
State House in Richmond (United States), new guides are given a wealth of 
information to study but there is “no spiel. It has to be fresh and spontaneous ... 
each guide is encouraged to present her own version, letting her own personality 
shine through’” (Lingle Pond, 1993, 23). Edinburgh Castle (United Kingdom) 
warders are encouraged to develop an individual style, while ensuring that the 
basic information and itinerary of the site are covered. This allows opportunities for 
personal anecdotes and tailoring of delivery to suit the audience (Foley, 1996,
301).
I l l
Whatever the brief provided by the heritage site management, interpreters have a 
range of presentation techniques at their disposal, which may be classified under 
three headings: editorial skills, presentational skills, and a third set of skills which 
combines the two to encourage visitors to participate.
“To be a bore, tell all” warned Voltaire. Good editorial skills avoid this. The plan for 
an interpretive presentation (whether formal or informal) is divided into objectives, 
content and conclusions (Grinder and McCoy, 1985, 52). Within the site’s broad 
history, the interpreter selects a topic and, in order for the presentation to be of a 
reasonable length for visitors, a theme is identified: “It is essential that the 
identification of appropriate themes is supported by detailed, scholarly research 
that respects the integrity of the subject” (Harrison, 1994, 313). There is a need for 
accuracy and integrity because of the diversity of sources from which information 
comes: “The raw materials from which the heritage product is assembled are a 
wide and varied mixture of historical events, personalities, folk memories, 
mythologies, literary associations and surviving physical relics, together with the 
places ... with which they are symbolically associated” (Ashworth, 1994, 16).
Studies of traditional guides show that the dissemination of correct and precise 
information is what they see as their primary function (McKean, 1976, 13; 
Nettekoven, 1979, 142; Holloway, 1981, 385-386) and they often believe that the 
best use of their time is to provide visitors with as much information as possible 
(Grinder and McCoy, 1985, 63). However, an interpreter’s function goes beyond the 
mere recitation of facts and figures. The three primary failings of poor interpreters 
are: providing too many facts, poor organisation of information, and badly drawn or 
nonexistent conclusions (Wagoner, 1989, 216).
A successful theme allows the interpreter to connect personalities and human 
experiences to the place in such a way that visitors are able to relate to it (Gross, 
Regnier and Zimmerman, 1994, 12). “The proper study of mankind, as Alexander ' 
Pope observed with a fine disregard for sexism, is man ... and the closest that 
objects from the past get to ‘man’ is via the people who made them or used them” 
(Thompson, 1994, 305). At the Shiloh Military Park in Georgia (United States), the 
topic might be the Battle of Shiloh, during the American Civil War, and the theme 
field medicine (Wagoner, 1989, 215). A concise single sentence summarises the
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“theme statement”; this forms the framework for the presentation (for example, “the 
horror of war is never more graphic and explicit than in a battlefield hospital”). 
Clarifying the objectives for the presentation, in terms of what the visitors will learn, 
do and how they will react, is a good idea as it facilitates evaluation of success or 
failure (Mager, 1975; Wagoner, 1989, 215).
Striking a spark with the opening sentence (“the grabber”, as it is sometimes 
known) and introducing a thought or concept for consideration is likely to enhance 
visitors’ understanding. Using only information which is relevant to the theme, 
avoiding repetition and finishing on time with a “punch” thought that draws 
everything to a satisfying conclusion is the recipe for one interpreter’s success 
(Grater, 1976, 27, 29 & 40). The presentation must not peter out (Binks, Dyke and 
Dagnell, 1988, 107). Drafting the conclusion before attempting the rest of the 
presentation’s outline ensures a successful path toward it. The interpreter chooses 
from the many possible points of information about the topic (such as examples and 
details) those which will support the objectives best. A 20 to 30-minute programme 
requires about 10 major points (Wagoner, 1989, 216). Using these general 
guidelines, it is possible to produce what Wagoner calls “the triadic configuration of 
interpretation” (figure 29 - page 114).
Using objects to illustrate concepts is a skill which goes beyond mere identification. 
When an interpreter points out objects of interest, s/he selects from the multifarious 
stream of impressions on visitors those which are worthy of their attention (McKean, 
1976, 15; Buck, 1978, 230-231; Schmidt, 1979, 442-443). These may be selected 
according to personal preferences and taste, professional training, the directions 
received from the employer or the assumed interests of the visitors (Cohen, 1985, 
14). Drawing visitors’ attention to an object or architectural feature offers the 
opportunity of interpreting an intangible aspect of life in the past: “This family bible 
reminds us that religion was very much at the centre of these people’s lives. They 
believed ...” (Alderson and Payne Low, 1976, 59).
Presentational skills play an important part in building a comfortable, relaxed 
atmosphere. Interpreters should be easily visible wherever they are expected to 
meet visitors (Binks, Dyke and Dagnell, 1988, 106). “Staff should be ... readily 
identifiable, whether by uniform, badges, costume or even vehicle signing, for
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Figure 29: The triadic configuration of interpretation (Wagoner, 1989, 218)
1) The underlying form 
The basic facts as they are presumed to be and set forth by a supposed authority
The Classical Form The Romantic Form
Understanding and relating Relating to the uninformed
basic facts in language/s the story intimated by one's
comprehensible to the understanding of the basic
uninformed facts in an interesting and
entertaining manner
2) Wagoner's hypothesis
In any given interpretive task, it is the goal of the interpreter to provide the 
visitor with one valid and important point which relates to the visitor's daily life
3) Memory coercion
Teli a thematic story 
Have only one point or idea to communicate 
Use only those facts necessary to support the point or idea 
Relate to things familiar in everyone's daily life 
Paint word pictures
4) The vivid talk
A talk is vivid when the thing being talked about may be seen, smelled, heard, touched or tasted
A talk is vivid when it has the power to excite the emotions. This may be accomplished by using:
Elements of drama 
Short simple sentences 
Image-bearing words 
Action words 
Human interest stories 
Brief allusions to familiar experiences 
Personification - letting inanimate things come to life and speak 
Strong appeals to the basic wants of the audience 
Appeals to the sentiments
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security, safety, information and interpretative functions” (Riddle, 1994, 268). A 
good interpretive presentation begins with a friendly introduction which explains 
who the interpreter is, how long the presentation will last, the theme, and any 
practical announcements (Binks, Dyke and Dagnell, 1988, 107). During this “warm­
up” (Grinder and McCoy, 1985, 58), the interpreter shows enthusiasm for the task, 
delight in others’ company, and appreciation of the visitors’ participation (Grater, 
1976, 30).
Components of interaction are structure, situation and strategy. Structure includes 
both nonverbal and linguistic elements of an interaction. The situation or context 
recognises the cultural and physical context in which the parties interact - their 
relationship and the social setting (Duncan, 1992, 26). The setting has been shown 
to have an important effect on service encounters, particularly on the way in which 
tourists and guides interact according to a shared understanding of how to behave 
(Pearce, 1984, 143). Strategy refers to the choice each party makes according to or 
in contradiction of conventions (Duncan, 1992, 28). “Through detailed studies ... it 
has been possible to show how people engage in an elaborate process of mutual 
adjustment of their actions, including their bodily orientations, movements in space, 
and direction of gaze” (Duncan, 1992, 22).
Nonspeech actions include facial expression and bodily movements such as 
posture and gesture; the way in which people space themselves and orientate their 
bodies to one another and how they arrange themselves in relation to the physical 
layout of the environment (Duncan, 1992, 22-23). Bad body language for 
interpreters includes: “Weight shifting, body rocking, table leaning, hand hiding, 
clothes fidgeting, foot scuffling” (Gross, Regnier and Zimmerman, 1994, 26). A study 
of an interpreter’s non-verbal behaviour showed it to have a considerable positive 
effect on visitors (Martinkovic, 1977).
“Use illustrative gestures” advises more than one guide to effective interpretation 
(Grater, 1976, 33; Gross, Regnier and Zimmerman, 1994, 26). These include 
“bodily movements that occur in close association with speech (gesticulation); 
expressive movements that can be used independently of speech and can serve as 
complete utterances on their own, such as the thumb-up gesture, the shoulder- 
shrug, or shaking of the fis t... There are at least four types of expressive gesture:
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pointing, characterising, act ritualisation, and arbitrary convention” (Kendon, 1992, 
179-180). Each of these can be modified to improve communication (for example, 
using facial expressions to cue a response) but it is important to recognise a trade­
off between the size of the audience and the effectiveness of the interpretation for 
each individual (Hall and McArthur, 1996, 96). “To be effective there should be no 
more than 20 people in the group, and ideally 12 to 15 is the maximum size for 
good contact” (Binks, Dyke and Dagnell, 1988, 39).
An interpreter’s voice is his/her instrument (Gross, Regnier and Zimmerman, 1994, 
25). Speaking clearly is a prerequisite for effective interpretation and learning to 
control the voice is a skill interpreters must cultivate (Grinder and McCoy, 1985, 
124). “An interpreter’s speech should be free of grammatical errors and without an 
accent so strong that the interpretation will be difficult to understand ... without 
shrillness or an unpleasant raucous quality” (Alderson and Low, 1976, 107). Many 
people are not trained to hear rapid conversation; but speaking too slowly is as 
deadly; it is effective to vary the speed of presentation to add emphasis to important 
points (Grater, 1976, 20). The “quality or manner of speaking, such as variations in 
loudness and pitch beyond that involved in intonation, tempo, resonance, pauses 
and nonfluencies, as well as nonlanguage sounds such as laughing and sighing” 
are all important in the relationship forged with others (Duncan, 1992, 22-23). 
Creative use of tone of voice adds enormously to the visitor experience: the 
interpreter “spoke in hushed, emotionally-charged tones as she carefully presented 
these objects, saying The family bible’” (Fine and Speer, 1985, 87).
Presentational techniques (figure 30 - page 117) also include creative use of words 
(Cherem, 1977, 13). Guided imagery is a term for the way in which an interpreter 
sets a scene in vivid detail, using descriptive vocabulary to evoke a vision of the 
place in the past for visitors (Gross, Regnier and Zimmerman, 1994, 54-55). An 
effective interpreter cultivates the visitors’ sense of being on the precise spot where 
something significant happened or someone influential lived (Alderson and Payne 
Low, 1976, 52-53). “The interpreter, by exercising near total control over the 
presentation, can sculpt the atmosphere” (Risk, 1994, 321). Careful use of 
unfamiliar vocabulary is an effective technique in the construction of atmosphere. 
Interpreters pepper their speech with “the archaic, unfamiliar names for material 
objects such as chicksail (the out-house), dry sink, food-safe, and the spiderwork
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Figure 30: Basic interpretive techniques (Cherem, 1977, 13)
Tilden's interpretive principles (Tilden, 1977)
Provoke the attention or curiosity of your audience 
Relate your message to the everyday life of your audience 
Reveal the essence of your subject through a unique viewpoint
Address the whole; show the logical significance of an object to a higher level concept or storyline 
Strive for message unity; use a sufficient but varied repetition of cues to create
and accentuate a particular mood, theme, aura or atmosphere
Active language
1 Metaphor - "the sun is a masterpiece in a warm glow"
2 Simile - "like topsails of a sea-worn clipper"
3 Analogy - "the nutrients are again wed, the nuptial vows proclaimed, the bonds reforged.
The newly-weds construct chlorophyll cottages of green, there to live until the next harvest moon"
4 Active verbs - "Leaves crunch and crumble"
5 Colourful nouns - enthusiasm, thief, and forenoon instead of happiness, man, and midday
6 Powerful adjectives - booted feet, bIbod-red leaves, spongy masses
7 Personal words - you, yours, he, she, they, let's
8 Theme words - drudgery. Women's Lib, husband, female, suitor, bride, encroaching, male,
pretty feathers, submission (for a women's consciousness theme)
9 Story - characterised by plot, high in human interest
Nonverbal language
1
2
3
4
5
6
7
8 
9
10
1 1
12
Audio-languages - music, tone of voice, sound effects 
Odour language 
Taste language 
Texture
Colour (eg warm versus cool)
Line language - sketches or cartoons
Object language - objects and their piacement as cues (Ruesch & Kees, 1956)
Symbols - lines, objects, people, places
Design language - channel behaviour or impiy use through physicai structures
and arrangement of elements 
Space language or proxemics - four critical distances: intimate, personal, social, and public
(Hall, 1969)
Body language or kinesics - facial expression, gestures, clothing, posture
(Hilker, 1974; Martinkovic, 1977)
Photographs and paintings
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(lace) tablecloth” ensuring they are explained to those who do not understand 
them; the use of such codes suggests the site is a repository of the community's 
historical and linguistic heritage (Fine and Speer, 1985, 80). When unfamiliar 
language is explained, compared and contrasted, it is used to good effect (Glen, 
1994, 272-3).
Language is a living aspect of the human experience and, as such, its rules change 
over time and with continuous usage. Moreover, one of the beauties of language is 
the great variety in its use. “In many regions, the finest interpreters are those who 
know only the local vernacular, which breaks many of the rules of standard 
grammar. Most travellers would probably rather have a native ‘ungrammatical’ 
personality who captures the essence of the place better than a guide from outside 
the region who can merely describe the place ... The ideal may be an ability to 
converse in both ‘languages’ ... Henry LaFleur is an extremely articulate native 
Cajun guide who, to the delight of all his charges, spices his interpretations with his 
family’s Cajun French” (Lingle Pond, 1993, 133).
Other effective verbal techniques are the use of active rather than passive verbs, 
colourful nouns, powerful adjectives, simile, analogy, and metaphor. This last is 
used, for example, at the Lindheimer Home in Texas (United States) where the 
interpreters describe the site as a treasure, a jewel, a valuable, beautiful, precious 
thing, which enhances the site’s perceived worth for visitors (Fine and Speer, 1985, 
81). Although vocabulary may be chosen and language constructed with care, and 
visitors may hear everything said by an interpreter, it does not follow that they will 
listen to it all and understand everything (figure 31 - page 119).
“There are countless ways in which to interpret heritage yet, under the accepted 
definition, they all strive to utilise techniques associated with demonstration or 
participation. Demonstration is a powerful way of communicating to an audience, 
while participation communicates with an audience” (Hall and McArthur, 1996, 91). 
Feedback makes participation a powerful technique (figure 32 - page 120). The 
most successful programmes combine demonstration and participation (Hall and 
McArthur, 1996, 91).
“Formal talks tend to be those during which the interpreter generates all the
118
Figure 31: What the interpreter knows versus what the visitor remembers 
(Grater, 1976, 21)
What the interpreter knows about the subject
What the interpreter thinks s/he told the visitor
What the interpreter actually told the visitor
What the visitor heard
What the visitor listened to
What the visitor understood
What the visitor retained initially
W hat the visitor 
remembered later
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information and the audience is a passive group of recipients” (Risk, 1994, 321). 
Lecture tours are often too long because adults seldom attend well to speakers 
after 20 minutes, unless the subject really interests them; 40 minutes is the absolute 
limit (Grinder and McCoy, 1985, 63). Lecture-style presentation is often the format 
favoured by insecure interpreters (Grinder and McCoy, 1985, 63).
Simply telling visitors information is not as effective as encouraging a spirit of 
enquiry. Interpreters combine their editorial skills with their presentational skills to 
encourage participation by visitors. This puts the emphasis on talking “with” visitors 
rather than “at” them (Grinder and McCoy, 1985, 63) through one of three 
interpretive formats: a lecture-discussion, an inquiry-discussion, or guided 
discovery (Grinder and McCoy, 1985, 57). These are similar to (figure 33 - page 
122) the lecture method, the evolving method and the stimulating method (Patzwell, 
1982, 40). The discussion/evolving or discovery/stimulating formats ensure that the 
tour or presentation becomes the visitors' and not the interpreter’s alone. This is 
less of a performance by an interpreter and more of an experience built by the 
participation of the visitors (Grater, 1976, 45-46). The other benefit is that cognitive 
learning, which takes place through instructional lectures, is complemented by 
affective learning as a change in attitude may be brought about by group 
discussion (Grinder and McCoy, 1985, 63). The visitor does not necessarily learn 
during the visit but may gain concepts which can be applied elsewhere; for 
example, investigation techniques, use of evidence, evaluation of evidence, 
forming concepts, seeing relationships, and being aware of opposing viewpoints 
(Grinder and McCoy, 1985, 65).
One of the few published studies of guided tours in a museum, at the San 
Francisco Museum of Fine Arts in California (United States) suggests that visitors 
find a discussion-based tour more enjoyable than a lecture-based one (Horn,
1980). The discussion-based tour offered some factual information about art history 
but posed questions in order to stimulate group discussion (Horn, 1980, 108). At 
Woodrow Wilson House in Washington (United States), participatory tours 
encourage visitors to assess the material culture in each room. In the bedroom, 
interpreters ask them to find clues to Wilson’s personality. The guides use 
newspaper articles, other literary sources and photographs for analysis: “Such 
teaching strategies attempt to empower visitors to be their own historians and seek
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Figure 33: Methods for interpreting {Patzwell, 1982, 40) 
The lecture method
Objects
Interpreter
Visitors
The interpreter acts as a traditional guide by producing or explaining objects; the visitor 
observes, listens and reflects on the interpreter’s remarks
The evolving method
Objects Visitors
Interpreter
The interpreter and visitor talk with each other. Through mutual asking, explaining and 
answering, the objects become comprehensible
The Stimulating method
Objects Visitors
Interpreter
The interpreter acts as a stimulator of visitor actions, as helper, and source of information, 
asks questions and poses problems, directs observation, corrects (if necessary) and 
arranges activities
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to develop skills that can be used in visits to other historic houses (Herbst, 1989, 
110).
Asking questions is a tool of the trade in this visitor-centered approach to 
interpretation. They must be used with sensitivity because many people associate 
questions with right or wrong answers and will be reluctant to respond for fear of 
ridicule (Marsh, 1983, 18; Grinder and McCoy, 1985, 72). Skills in which docents 
were trained for the discussion-based tours at San Francisco Art Museum were 
making the visitors feel comfortable and asking different kinds of questions (Horn, 
1980, 108). At best, even rhetorical questions provoke a response from visitors 
(Alderson and Payne Low, 1976, 53) but usually visitors respond silently as they 
consider implications and possible answers. For this reason, a wait of five to six 
seconds is conducive to a relaxed atmosphere and makes it clear a response is 
welcome. Silence can generate positive rapport (Grinder and McCoy, 1985, 76-77).
Effective interpreters avoid questions with “correct” answers such as those which 
rely on memory of facts and figures, and those which test what visitors already 
know, which are known as “convergent” questions. More productive are “divergent” 
and “judgemental” questions, which encourage multiple answers and personal 
opinions (Grinder and McCoy, 1985, 74). These questions may be posed in two 
forms: object-directed and object-associated. The former yields answers about the 
object or feature itself, while the latter, leads to its usefulness, ramifications for 
society, aesthetic values, and cultural context (Grinder and McCoy, 1985, 62).
In a discussion format, visitors are encouraged to ask questions as well as answer 
them. It is tempting for interpreters to avoid admitting that they do not know the 
answer to a visitor’s question. However, a courteous and honest explanation (either 
that s/he personally does not know or that despite thorough research, it is not 
known) will satisfy most questioners (Alderson and Payne Low, 1976, 54). When 
visitors feel happy to ask questions and participate in discussions, they are 
forthcoming about the visit as a whole. This offers heritage managers an 
opportunity for feedback, which is a prerequisite for an efficient marketing 
information system (Kotler, 1984, 188-189). Edinburgh Castle (United Kingdom) 
warders are encouraged to participate in shaping their work environment by 
communicating with management. This has involved regular meetings to exchange
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information and a suggestions scheme for improvements to visitor services (Foley, 
1996,301).
The important characteristics of service providers are expertise and attitude. 
Expertise refers to skills, experience, insight, creativity, craftsmanship and 
discretion (Czepiel et al, 1985, 9). A pleasing personality, enthusiasm and physical 
stamina are all qualities required by a good interpreter, as is professionalism: “The 
best potential interpreters approach the job with a good deal of humility and with a 
recognition that a vast amount of specialised knowledge will be needed” (Alderson 
and Payne Low, 1976, 106). A professional attitude also suggests the willingness 
to undertake responsibilities without constant supervision, going beyond the basic 
requirements of the job and respecting what is and what is not appropriate for 
discussion with the visitors. Working conditions and pay, personal problems and 
political views are examples of subjects which professionally-minded interpreters 
avoid (Alderson and Payne Low, 1976, 107-109). People who are capable of self­
monitoring are effective service providers. They have a concern for the social 
appropriateness of their behaviour, decide how to behave by attending to others' 
behaviour, control and modify their behaviour while in contact with others, are able 
to decide when these skills are necessary, and exhibit differences in their 
behaviour according to their situation (Tansik, 1985, 155).
“The ideal image of the interpreter [sic] will be the knowledgeable, fluent, charming 
individual who can captivate the imagination and emotion of an audience”
(Cherem, 1977, 6). Heritage sites are best interpreted by “men and women 
possessed of subject matter knowledge, personal warmth of communication, and a 
real affection for working with people” (Alexander, 1968, 263). “Simply put, effective 
people-based interpretation is based on a short but critical premise: people like 
people who like people (PLPLP), and find particularly attractive those who combine 
this trait with a clearly demonstrated love of their area and ability to communicate” 
(Risk, 1994, 329). “Communication skills should be taken into consideration in the 
selection of all staff” (Riddle, 1994, 268). It is vitally important that the interpreter is 
able to put him/herself in the place of the visitor. Whether the listeners are small 
children, teenagers, mature adults or senior citizens, the interpreter must approach 
them from their level of experience and personality. Successful oral interpretation is 
a delicate and dynamic balancing act which cannot be targeted merely at an
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average member of any audience (Risk, 1994, 329; Gross, Regnier and 
Zimmerman, 1994, 14).
Interpreters must be “intellectually flexible, socially aware and responsive to the 
changing needs and demands of the modern tourist” (Berest, 1997, 15). Flexibility 
is important not only in terms of responding to different learning levels, age groups 
and visitor needs but in grouping and regrouping objects and features of the site to 
illustrate different concepts (Grinder and McCoy, 1985, 57) and changes of style 
according the mood, fatigue or interest level of visitors during a presentation. A 
study of tour leaders during a ten-day trip to Spain showed that tourists preferred 
authoritarian guides after three days, whereas in the latter part of the holiday (after 
nine days), the group members preferred the democratic, less dogmatic, more 
flexible guides. This has been explained by reference to evidence that people 
prefer an authoritarian style of leadership where they feel insecure but want less 
dependence on the leader and more opportunities for social interaction once they 
are sure of their environment (Lopez, 1980). If the theory holds true for for all visitor 
experiences where a service provider shepherds the visitor, an effective interpreter 
will begin his/her tour or presentation with sufficient authority to reassure the 
visitors that they are in safe hands and thereafter adjust his/her manner to become 
more open and less dogmatic in style as the tour progresses (Lopez, 1980, 23; 
Pearce, 1984, 135).
One method of controlling the performance of service providers is strong 
socialisation efforts such as training and supervision. “It is widely recognised that 
good personal interpretation is a most effective means of communicating with 
visitors, and yet many of the organisations involved in presenting sites to the public 
still put insufficient emphasis on personal interpreters and their training” (Lord and 
Barrow, 1989, 207). If an historic site organisation wants quality interpretation, it 
must be willing to spend time and money on induction training and on the 
continued training of interpreters (Alderson and Payne Low, 1976, 114; Richards, 
1992, 38). One suggestion is that between two and four per cent of salaries should 
be allocated to training activity (Lord and Barrow, 1989, 201). “Well trained, 
enthusiastic and committed staff are one of the shrewdest investments in a property 
budget. The quality of staff reflects the property and its organisation” (Riddle, 1994, 
268).
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“Induction training at the beginning of the season, with monitoring and upgrading of 
individual needs as the season progresses, should have a strong element of 
customer care on the agenda” (Riddle, 1994, 268). At Mystic Seaport in 
Connecticut (United States), the management firmly believe that good, live 
interpretation is the most effective “but naturally we are continually aware of the 
expense involved in this approach. However, our visitors need the interactive 
quality of this kind of interpretation in which they meet and talk with knowledgeable 
staff members who can respond to their specific questions” (Revell Carr, 1986, 50 &
52). The Virginia State House in Richmond (United States) offers “one of the finest 
examples of consistent, impassioned interpretation. There, 11 paid, part-time 
‘capitol hostesses' are supervised by a full-time supervisor who trains the guides 
and oversees the program” (Lingle Pond, 1993, 23).
The training requirements of interpreters are outlined as: understanding visitor 
needs and interests; personal communication skills; personal presentation and 
confidence; ability to analyse the resource and devise themes and messages; and 
use of support media (Lord and Barrow, 1976, 203). It will increasingly become 
important for professional interpreters to develop and improve their interpretive 
skills and subject knowledge because the number of special interest travellers is 
rising (Tabata, 1989, 76). Being provoked to discover the principles of interpretation 
for themselves is an important principle in training according to one practitioner 
(Lewis, 1989, 209). Novel service encounters “require participants to engage in 
considerable trial and error before they reach tacit agreement or develop norms to 
guide them” (Arnould and Price, 1993). The sophistication required of interpreters 
cannot necessarily be learned solely on the job, in the classroom or at the library 
(Leon and Piatt, 1989, 80-82). Arkoun (1992) has stressed “that tourist guides 
should be trained as high level professionals, for they must be considered what he 
called the ‘mediators of the whole cultural identity of their countries when they 
present it to others from other cultures’” (Borley, 1994, 8).
“The evolution of the Gettysburg Battlefield Guides [in Philadelphia, United States] - 
from overzealous and opportunistic to trained and respected - reflects in microcosm 
the role that training, evaluation, and regulation can play in advancing guiding to a 
professional status. Far from the shameful disservice guides offered to visitors in
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the 19th century, guides in Gettysburg today are nurtured by a system that carefully 
trains and evaluates them” (Lingle Pond, 1993, 9).
A comprehensive training programme for interpreters includes: information about 
the site in the form of briefing notes (Binks, Dyke and Dagnell, 1988, 106), lectures 
from experts, visitor management skills, speaking skills and voice control, a manual 
which sets out what is expected of staff, and observation of experienced 
interpreters (Alderson and Payne Low, 1976, 115-118; Cherem, 1977, 5). There 
are dangers to relying solely on the observation of experienced interpreters: 
“legends abound in any historic site, and simple facts get twisted into fantastic tales. 
Every effort should be made to prevent the spread of stories that cannot be 
. authenticated by reference to reliable books [and] research reports” (Alderson and 
Payne Low, 1976, 122).
Continuing training offers opportunities to provide interpreters with a greater depth 
and breadth of information on which to draw, to find answers to questions from 
visitors, and make improvements in visitor management techniques (Alderson and 
Payne Low, 1976, 127). One useful training technique is to ask contact staff to 
identify critical incidents they have experienced themselves, discuss how they may 
be handled and role play different options to identify improvements (Mattson, 1994,
53).
Evaluation of service providers may be undertaken with respect to three parties: the 
client (visitors), the organisation (heritage site management) or the provider 
(interpreter). An evaluation seeks to assess how well the functional and 
performance elements of a job are undertaken (Czepiel et al, 1985, 11-13). For an 
interpreter, a comprehensive evaluation will take note of both the content and 
presentation of the interpretive information. While there are texts, especially 
handbooks, which recommend ways of evaluating interpreters, there are few 
documented case studies or published examples of evaluation in action.
At Plimoth Plantation in Massachusetts (United States), evaluation of staff is 
conducted through written examinations {Masters test - pilgrim village, Plimoth 
Plantation, 1991). Other recommended techniques are an oral test, a self-audit 
(Gross, Regnier and Zimmerman, 1994, 92), peer review, although this may have
an impact on staff morale (Alderson and Payne Low, 1976, 125-126; Binks, Dyke 
and Dagnell, 1988, 107). Observation of the interpreter by the person who has 
delivered the training once the recruit feels relatively secure in the job is another 
recommended technique. The interpreter will appreciate knowing that they are 
being observed rather than suffering clandestine scrutiny, and it is best for visitors 
to be unaware that the interpreter is being evaluated (Alderson and Payne Low, 
1976, 124). “Positive critiquing in a supportive climate secures the most effective 
responses in trainees” (Lewis, 1989b, 209). Guidelines for mentor evaluators 
suggest a constructive and helpful approach which identify the positive aspects of 
the interpreter’s work to help them build on these (Gross, Regnier and Zimmerman, 
1994, 93-94). The need for continuous training and evaluation in service industries 
has produced the term “servant leadership” to express a fundamental change in the 
role of the manager. S/he serves in a supportive function by inspiring and 
communicating high quality standards; this manager is more of a coach than a boss 
(Mattson, 1994, 56).
It is frequently the case that service providers are underpaid (Mattson, 1994, 46): 
“Wages paid to interpreters in historic sites have been notoriously low ... Historic 
site organisations have long existed in a state of genteel poverty. Low wages have 
only occasionally attracted really competent interpreters, and the level of 
performance of most interpreters has not justified higher wages” (Alderson and 
Payne Low, 1976, 111). A United Kingdom attractions survey reported that while 
employees are drawn from a wide age range, some are “enthusiasts” whose 
interest in the attraction and its subject means they may often be prepared to work 
for relatively low levels of pay and benefits. But at the same time such staff can be 
resistant to changes to the attraction, and new ideas and working styles. Many of 
the successful attractions tended to offer staff benefits beyond a minimum wage 
and appeared to have lower levels of staff turnover and absenteeism (CBI, 1998, 
14). Sites with substantial budgets may find it reasonable to peg the salaries of 
interpreters at those offered to teachers with comparable education and experience 
(Alderson and Payne Low, 1976, 111).
“There is little evidence to demonstrate that guided tours or contact with interpretive 
staff can be effective in increasing visitor learning, although there is a widespread 
belief among interpreters that this is the case” (McArthur and Hall, 1993). Interviews
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with interpreters at Blists Hill in Ironbridge (United Kingdom) suggested that visitors 
gain an informed, enjoyable, reminiscent and more ‘realistic’ experience through 
the presence and interaction with exhibit demonstrators” (Beeho and Prentice,
1995, 244). A study in a natural setting rather than a built heritage site showed that 
personal and non-personal interpretation programmes were effective in explaining 
fire ecology and fire management to visitors (Nielsen and Buchanan, 1986). “A 
review of the visitor studies literature quickly shows the dearth of work that goes 
anywhere near assessing the impact of people as part of a museum’s work with its 
visitors” (Bicknell, 1994, 376).
One study which attempted to evaluate the quality of the communication between 
interpreters and visitors used a definition of communication competence, “the ability 
to interact well with others” (Spitzberg, 1988), which included “accuracy, clarity, 
comprehensibility, coherence, expertise, effectiveness and appropriateness” (Ryan 
and Dewar, 1995, 296-297). This study sought to show a link between interpreter 
competency and visitor learning. However, the site at which the study was 
undertaken, the Fortress of Louisbourg in Nova Scotia (Canada), employs 
permanent, full-time staff who are extensively trained. All were of a similar profile in 
terms of experience, ability and qualifications, masking any differences the study 
might reveal between interpreters with diverse abilities (Ryan and Dewar, 1995, 
300).
A study of visitors on a guided visit to a cave showed they were unable to recall 
more than a few pieces of detailed information received during the tour when 
questioned immediately afterwards but the experience had a significant emotional 
impact in terms of arousal, sense of control and emotional satisfaction (Pearce,
1984, 145). Other researchers suggest that “extended interaction with a tour guide 
or other service provider can then also lead to experiential reactions” (Otto and 
Ritchie, 1996, 168). The presence of guides (figure 17 - page 65) is one feature at 
built heritage sites which contributes to a mindful state among visitors (Moscardo,
1996, 383). In a study of tourists in Kakadu National Park (Australia), Knapman 
(1991) observed that personal interpretation could create stronger positive feelings 
among visitors than the principal heritage attraction they were visiting (Hall and 
McArthur, 1996, 91).
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An experimental phenomenological study into visitors' recall of heritage 
experiences mentioned specific facts or information they had learned from 
interaction with interpreters (Masberg and Silverman, 1996, 23). A study of four 
Ohio nature reserves notes: “Interpretation did increase visitors' knowledge and 
appreciation and ... brochures and face-to-face presentations were much more 
effective than signs” (Herbert 1989b, 224; Warder, 1988). At Kinabalu Park in 
Sabah (Malaysia) the interpreters were more favourably viewed than booklets and 
signs (Jacobson, 1988); at the Pembrokeshire Coast National Park (United 
Kingdom) they were more effective than publications, an exhibition and a 
reconstructed building (Bryant and Evans, 2000). A study of visitors’ recollections of 
heritage sites showed that the site personnel are an extremely important 
component of the visit; for many visitors, tour guides and interpreters functioned as 
conveyors of knowledge and learning. Given these findings, the importance of well- 
trained and friendly site personnel cannot be overemphasised (Masberg and 
Silverman, 1996, 23 & 25).
There is evidence that the heritage management sector may have missed a trick 
here: many a tourism development strategy is intended to create jobs as one if not 
the primary objective, and yet real, live people are included (if at all) as a vague 
possibility, and then omitted due to their high cost: “The old tannery [at Keith 
Heritage Park in Moray, Scotland] could be fully restored and developed to 
illustrate the story of the whole tanning process, while a leatherware shop with a 
working craftsman might we//be incorporated” (Campbell, 1994, 165). Nonverbal 
media are used far more frequently because of their lower short-term costs 
compared to salaries. Another, perhaps more cynical reason why most funding is 
allocated to nonverbal interpretation is its ability to satisfy political agendas.
Facilities such as trails and visitor centres provide tangible evidence of short-term 
funding programs - how do you ‘open’ a personal interpretation service?” (Hall and 
McArthur, 1996, 92; Richards, 1996, 328).
One important yet subtle element in a memorable experience is the person or 
people associated with it, although this may be invisible when the visitor is 
imagining the experience in advance. Consumers rarely anticipated the important 
role of the river-rafting guides in orchestrating their Colorado river experiences but 
post-trip responses showed the guide was crucial in making the experience an
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extraordinary one (Arnould and Price, 1993, 38 & 41). People are a source of 
authentic experience for visitors: “Desire to finds authenticity of the past in ‘the 
people’ can take the tourist to flower markets, flea markets, or, most successfully, 
food markets” (Horne, 24-25). Interpreters at heritage sites are “conventional 
frontstage figures” (Moscardo and Pearce, 1986a, 130). However, their authenticity 
is open to negotiation with the visitor - if their interaction is perceived as 
spontaneous, worthy and genuine, they may represent a glimpse of the much- 
desired “back regions” (MacCannell, 1973 & 1976). “This link between the property 
and the visitor is the catalyst for success and failure” (Riddle, 1994, 268).
For those heritage sites with the foresight and resources to employ interpreters, the 
quality of service may be evaluated by reference to three principles: congruence 
(the adequate completion of social ceremonies and maintenance of reciprocity in 
the encounter); task achievement (for example, receiving the right ticket for a bus 
ride); and satisfaction (the participants’ interpersonal psychological needs for 
control, inclusion and affection are fulfilled) (Schütz, 1966; Klaus, 1985, 31). 
Applying these criteria to an interpreter’s role at a heritage site, s/he must be an 
appropriately courteous host, have the relevant expertise to provide accurate 
information, and acknowledge and respond to the visitors’ psychological needs - 
respecting them as individuals, including them in the process of interpretation, and 
showing they are welcomed and liked. And all of this must be achieved with 
sincerity.
Success is most likely within an integrated environment which supports the 
creation and maintenance of high quality relationships between staff and visitors 
(Mattson, 1994, 53). In a study which claims to take a holistic view of quality 
measurement at historic houses, five dimensions of quality were identified, 
following the SERVQUAL approach (Parasuraman, ZeithamI and Berry, 1988). The 
five dimensions were responsiveness, tangibles, communication, consumables, 
and empathy. Heritage site staff appeared only in the responsiveness category.
The communications category implied that information was only available through 
textual media; staff did not appear in the tangibles category, and empathy 
emanated from “the property” and “facilities” rather than people. The measures 
were the result of a literature review and detailed consultation with historic site 
managers. They serve to demonstrate the unintegrated approach most heritage
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sites have towards their front-of-house staff. The results showed that while the 
score for the category which included the site staff was high in comparison to other 
dimensions, the communications score was relatively low (Frochot and Hughes, 
2000, 161).
Those heritage attractions which integrate and train their interpreters may well 
provide themselves with a competitive advantage by differentiating their site from 
others which offer similar experiences (Mossberg, 1995, 437). However, there is a 
challenge in attempting this. Positive, intrinsically enjoyable experiences, much like 
“flow” (discussed in chapter three) are termed “extraordinary experiences” 
(Abrahams, 1986) and are characterised by “a sense of newness of perception and 
process” (Privette, 1983, 1366). For the visitor, the site is a novel experience but for 
the interpreter it is routine (Mathieson and Wall, 1992, 137). The efficient supply of 
extraordinary experiences is a paradox - to be effective they must transcend the 
purposive, task-orientated and commercial nature of ordinary service interaction, 
and they must do this day in day out for each and every visitor (Arnould and Price, 
1993, 27).
Despite the complexity of this challenge, the dominant features of the direct 
personal encounter are those seen and heard. Visual appearance is critical.
Visitors have difficulty being objective about service quality and look to physical 
evidence for verification. The symbolic nature of clothes and appearance plays very 
heavily on their willingness to try a service and their satisfaction with it (Shostack, 
1985, 251-253). The appearance of front of house staff is therefore of crucial 
importance. The next chapter explores the role of clothes in interpersonal 
communication.
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Chapters 
Dress as dialogue
People in historical, traditional and native dress are used to promote historic sites 
in marketing literature. The Sultan’s Palace in Yogyakarta (Indonesia) is advertised 
with photographs of masked and costumed performers. The Korean Folk Village 
near Seoul is illustrated with colourfully-clad dancers and musicians. Knappogue 
Castle in Ireland is populated with smiling women dressed in brightly-coloured, 
long dresses with floating trains and generous sleeves. A Swedish museum 
distributes a leaflet with a woman in period costume on its front cover. The 
Vogtsbauernhof Museum in Gutach (Germany) is promoted with a photograph of 
three women in vibrant folk costumes. People in traditional Mexican dress illustrate 
Freedom Park in Las Vegas (United States). A man dressed as a gold prospector 
smiles out from a leaflet advertising Sovereign Hill in Victoria (Australia). The 
Manor House at Cesky Krumlov (Czech Republic) shows scenes from its summer 
festival with lavish 18th century dress in abundance in its promotional literature 
(Schel, undated, 12).
In these examples, dress conveys a sense of place through spectacle, excitement 
and exoticism, suggesting that a visit offers an authentic experience of the “other” (a 
desirable thing for visitors, as discussed in previous chapters). This kind of dress is 
often “beautiful, superbly made and designed to delight the senses” (Levitt, 1988,
6). This is emphasised by the texts which accompany these photographs: the 
Sultan’s Palace is a place of “supernatural power” (Regional Office for Yogyakarta 
Special Region, 1996/7, 55); the Korean Folk Village “is a living museum” (Korea 
National Tourism Organisation, 1996, 34); Knappogue Castle offers a “medieval 
atmosphere” (Bunratty Castle and Folk Park Ltd, 1997, 7); the Swedish museum 
promises a glimpse into the daily life of the rich and poor, the town and country 
dweller (Torekallbergets Museum, undated, 2); the Vogtsbauernhof Museum shows 
life in the Black Forest (Deutsche Zentrale für Tourismus, 1993, 19); Freedom Park 
invites the visitor to “join the festival” (Las Vegas Convention and Visitors Authority, 
1998, 16); and Sovereign Hill is a place “bustling with people dressed in costume 
of the 1850s” (Sovereign Hill, undated, 2).
Similarly, the Pharaonic Village (Egypt) has 100 people in costume daily,
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according to its promotional text, a large number of whom appear in a photograph 
in the site’s brochure (Pharaonic Village, undated); at Lake Mburo Cultural Village 
(Uganda) there are smiling Ankole people to “welcome visitors who want to know 
more about the customs and history of their kingdom” (Ministry of Tourism, Wildlife 
& Antiquities, undated, 20). There are many, many more examples.
Not all the historic sites advertised in this way actually dress their front-of-house 
staff in costume on a daily basis. Some use colourful photographs taken on high 
days and holidays as promotional images, even though the usual dress of their staff 
is the everyday wear of their community or a corporate uniform. Other sites do dress 
their front-of-house personnel in the sort of clothes portrayed in their marketing 
literature; at some heritage sites, personnel wear clothes inspired by the history of 
that place. It is with these latter examples in mind that this chapter discusses dress, 
an important aspect of nonverbal behaviour (Hall, 1959; Duncan, 1992, 22-23), 
which serves a wide variety of communicative functions (Rosenfeld and Plax, 1977, 
24).
This chapter examines dress as a form of communication and as an interpretive 
medium for transmitting the historical significance of heritage sites to visitors. The 
term dress is used here to refer to the apparel worn by men and women and the act 
of covering the body with clothes and accessories (Roach and Eicher, 1965, 1; 
Davis, 1992, 25). It is not merely what is worn but how it is worn (Weiss, 1946, 140- 
141). Fashion refers to the “rapid and continual changing of styles” in dress 
(Wilson, 1985, 3). The layers of meaning added to an historic site by clothing its 
interpreters in period dress are examined here from an historical perspective. The 
next chapter will look at some of the practical problems it poses.
In western society, dress serves as a communicative convention in literature and 
art, following classical traditions: “Plato ... affirmed a relation between colour, form, 
and texture and the soul quality, or the quality of personality. His followers 
besought men to develop a soul personality and to express this in their clothes” 
(Parsons, 1920, 103). Erasmus argued that “clothing is in a way the body’s body, 
and from this too one may infer the state of a man’s character” (Erasmus, 1985,
XXV, 278). “The notion that clothing was an easily recognisable outward 
manifestation of the wearer’s moral and social worth lay at the heart of the 16th
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century genre of the conduct book” (Currie, 2000, 158) and, as a man of his day, 
Shakespeare asserted that “the apparel oft proclaims the man” in Hamlet (act 1, 
scene 3, line 72).
Dress is used to communicate information about a subject in paintings and literary 
illustrations (Dufresne, 1990). Dress echoes character in, for example, Hogarth’s 
work. He chooses the functional woollen greatcoat (a quintessentially English 
garment) to emphasise the unassuming and practical philanthropy of his subject in 
a portrait of 1740 (Ribeiro, 1998, 49). George Gordon, 6th Lord Byron, wears a 
“dashing oriental costume” suggesting his passion as a poet and adventurer in 
Phillips’ 1813 portrait of him (Brilliant, 1991, 101). The “divided nature” of Colonel 
Guy Johnson who had served in the American colonies is expressed by the 
combination of his scarlet officer’s coat and an elaborately decorated Mohawk robe 
in his portrait by West in 1776 (Brilliant, 1991, 105).
Portraits of Queen Elizabeth I are famous examples of artistic convention in 
practice: a painting by an unknown artist of 1575 shows the queen dressed in white 
and wearing pearls - both symbols of purity, while the latter also represented the 
moon, whose goddess, Diana, was celebrated for her chastity (Gittings, 1998, 5). In 
the Ditchley portrait (by Marcus Gheeraerts the Younger, circa 1592), the queen 
wears a rose which symbolises both beauty and the House of Tudor (Gittings, 
1998,8).
Specific items of dress came to stand for particular virtues or attributes in paintings. 
It is common to see people holding or complemented by gloves in portraits. These 
signal position, class, wealth and a disassociation from work. They were a 
diplomatic gift both at the national and domestic levels. Gloves pledged the hand of 
loyalty, and served as tokens of fidelity and service (Vincent, 1999, 213).
The use of dress in fine art - to stand for character traits (such as modesty, 
industriousness, respectability) - is a form of communication available to those who 
are trained to recognise the symbols. However, a more accessible use of dress as 
a form of communication is that employed by authors, for whom it stands as a 
cipher for character. Chaucer (Gilmartin, 1979), Shakespeare (Owens and Harris, 
1992; Linthicum, 1936), and even ballads of unknown authorship (Rogers, 1975)
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use clothes to express character and progress plot. The heroine of The rape of the 
lock (Pope, [1714]; Blunden, 1963), Belinda, wears a petticoat which serves as a 
symbol of her vulnerability, dishonourable conduct and economic extravagance, 
suggesting that her fate is to some extent her own fault (Sena, 1980). Hardy uses 
clothes not only as metaphor but to express the personality and individuality of his 
characters in painstaking detail (Worth, 1995, 55). Tess of the D'Urbervilles is 
described when at work as a dairy maid in “the print gown of no date or fashion, 
and the cotton bonnet drooping on her brow”, which for Hardy epitomised his ideal 
of simplicity and purity (Worth, 1995, 59).
Gaskell uses dress to identify different classes, and as a way of exploring the 
relationships between rich and poor, between employer and employed, and 
between north and south in 19th century Britain (Worth, 1998, 53). Clothes of 
fustian are not just literal descriptions of working-class clothes but draw on Engels’ 
observation (1892) that Manchester’s working men were known as “fustian jackets” 
in contrast to their employers, who wore broadcloth, an altogether finer and more 
desirable fabric (Worth, 1998, 55).
Respectability is another preoccupation of 19th century writers; poverty-stricken 
characters’ integrity is frequently demonstrated by their desperate attempts to wear 
clothes appropriate for mourning despite the crippling cost (Worth, 1998, 56). 
Clothes, the state or lack of them are used to judge others and their character: 
Stretton’s heroine, Jessica (1900), is forced out of the chapel where she has been 
listening secretly to the service, and is branded “a ragged little heathen ... with no 
shoes or bonnet on” (Maynard, 1998, 62). Her clothes stand as testimony to her 
ungodly nature.
Fielding’s heroine Pamela (1740) “wished for my gray russet again”, which is 
representative of her girlhood’s clothing, although the term russet is evocative of 
more than this for contemporary readers. A grey or brown cloth, it was one of the 
few allowed to labourers by a 14th century sumptuary law, repeated in the reigns of 
Henry VIII and James I. By Pamela’s time it was not only the actual wear of country 
people but had become synonymous with rustic innocence and simplicity because 
it was an untreated cloth (Buck, 1992, 24).
136
Ill-fitting, untidy or eccentric clothes suggest a clownish or confused character. 
Clothes often identify misfit people. One of Wharton’s characters (in The age of 
innocence, A920) wears “perverse and provocative” clothes; she is accused of 
offences against taste and form. The inappropriateness of her clothes reflect her 
status as neither an American nor a European, neither a wife nor a divorcee 
(Chrisman, 1998, 25-26). This is not just a convention of western literature. The 
Japanese heroine of lhara Saikaku’s novel {The iife of an amorous woman, 1696) 
starts her adult life as an attendant to a noblewoman but begins her slide into 
prostitution when she appears in public “quite heedless of the fact” that her hair is 
awry (Cort, 1993, 189).
This artistic and literary tradition of clothing standing for character is continued in 
popular culture today. Novels, film and television use dress as a form of visual 
shorthand, providing instant insights into the characters as soon as they appear on 
the page or screen. Dress offers layers of meaning from the simplistic (white hat for 
the good guy, black hat for the bad guy) to the complex. Costume is tightly 
connected to character (Rowe, 1999, 103). In the film version of Death in Venice 
(Warner Brothers, 1971), the adolescent Tadzio wears a boy’s sailor suit, which 
gives him “a spoilt, exquisite air” charged with eroticism (Lurie, 1992, 41-42). In 
Annie Haii (United Artists, 1977), Diane Keaton wears a man’s jacket, shirt and hat 
which are too big for her conveying both that she is an unconventional person and 
that she is cute - too little for her clothes - and needs a man to look after her (Lurie, 
1992, 228-229). Certain ways of suggesting “characterisation through dress have 
passed completely into the public consciousness of clothing as if they were natural 
laws ... screen old ladies in modest circumstances used to wear, and often still 
wear, a lace collar fastened with a brooch. A certain type of girl wore a beret, 
another type a hair ribbon, another type marabou [feathers]” (Hollander, 1978, 341- 
342).
The tradition of dressing interpreters in historic clothing at heritage sites draws on 
the conventional use of clothes as a form of communication in popular culture. 
However, given that the mission of historic sites is to provide informal education (as 
discussed in previous chapters), dress cannot be used in exactly the same way as 
it is in entertainment media. Items of dress are, in the context of historic sites, 
objects with the ability to communicate about the past in the same way that
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furniture, utensils, ornaments, machinery etc are able to exemplify or explain life in 
previous centuries (Ames, 1980).
Objects have the ability to communicate their cultural meaning, particularly in 
relation to those who own them (Gould and Schiffer, 1981; Douglas and Isherwood, 
1979). Consumption is the vanguard of history (Miller, 1995) and historians have 
studied its patterns to reveal information about life in the past (Weatherill, 1986; 
Brewer and Porter, 1993; Porter, 1995). Objects “matter because they are complex, 
symbolic bundles of social, cultural and individual meanings” (Smart Martin, 1993, 
14). Domestic objects have been considered in this way in relation to 16th century 
women's history (Ajmar, 1999) and 20th century households (Naylor, 1999).
A thorough example of this is an analysis of 19th century hall stands (Ames, 1978) 
which moves beyond a superficial reading of them as “nostalgic, quaint pieces of 
furniture” (Woods, 1989a, 66). They are functional physical objects that embody 
social meaning (as suggested in etiquette books and other contemporary sources). 
Since a hall stand occupied the hallway near the front door and was specifically 
designed to accommodate the needs of callers, it was the first and last piece of 
furniture visitors saw when calling. As such, the hall stand had a special 
significance in the home. It was fraught with social implications - an artefact that 
could leave a lasting impression on the caller concerning the social position of its 
owner (Woods, 1989a, 66).
Similarly, dress at a particular time and place can “make salient what might 
otherwise remain obscure”: each garment has a cultural “biography” which is 
constructed by society and the social world it inhabits (Kopytoff, 1986). Objects of 
material culture, including garments, reflect the environment within which they are 
produced and/or used (Schlereth, 1985). The consumption of dress and fashion 
fabrics has already been viewed from this perspective in academic literature 
(Weatherill, 1991; Lemire, 1991; Gordon, 1992; Styles, 1993; Vickery, 1993; Ellis 
Miller, 1995; Taylor, 1999, 30). A man in rural Pennsylvania (United States) in 1744 
protested he was a gentleman despite his “greasy jacket and breeches, and a dirty 
worsted cap” because, he asserted “he had good linen in his bags, a pair of silver 
buckles, silver clasps, and gold sleeve buttons, two holland shirts and some neat 
nightcaps” (Hamilton, 1907, 13-17). Within their social context, meanings were
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generated for such items; they acquired significance as they were woven into a 
complex cultural structure (Breen, 1993, 251). As long ago as 1893, the 
Smithsonian (Washington DC, United States) accepted the study of western dress 
into its anthropology department with the express aim of elucidating its meaning in 
society (Frye, 1977, 39).
Clothes are an interesting prospect in the communication of historical information, 
not least because everyone (no matter where they stood in the social hierarchy) 
had clothes and, until the mid-20th century, these demanded a high proportion of 
people's incomes (Weatherill, 1991, 20; Kidwell, 1976, 28). Clothing was the 
second largest expense (after food) for a small farming household documented in a 
Lancashire account book from 1724 to 1740, whereas it was proportionately less 
important for a London merchant's wife and her household (1694 to 1708), but still 
accounted for as much as heating, lighting and washing added together 
(Weatherill, 1996, 119). The significance of clothing in the past is partly due to the 
fact that in any society where there are few possessions, clothes unite symbol, 
aesthetics, utility and financial investment (Vincent, 1999, 212).
Understandings gained from the study of dress cast light on the total picture of 
human behaviour (Roach and Eicher, 1965, 3). “It touches on every issue - raw 
materials, production processes, manufacturing costs, cultural stability, fashion and 
social hierarchy” (Braudel, 1981, 311). In short, “a world can be evoked through a 
wardrobe and meals can embody a whole way of life” (Uglow, 1993, 47).
There has been a tendency for heritage sites to dwell on the tangible remains of the 
past at the expense of the intangibles, partly as a result of legislative bias in this 
direction (Hall and McArthur, 1996, 13). The intangibles, “the traditions or history 
(oral or written) of artefacts, buildings or historic places must be preserved 
(recorded or remembered) if they are to retain their significance” (Butts, 1993, 170). 
“We are managing not only our physical inheritance, but also our social 
inheritance” (Hall, Hamon and McArthur, 1996, 250). Dress acts as an outward and 
visible sign of these intangibles because its forms are dictated as much by the 
economic structure, morality and aesthetic aspects of a society as by the availability 
of natural resources and technological processes (Horn and Gurel, 1981, 48).
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In the 1930s, Bogatyrev, an eminent Russian linguist and ethnographer, conducted 
his seminal study of traditional dress in Moravian Slovakia and used the analogy of 
language to explain the function of dress as a means of communication. Relying 
primarily on the fieldwork of Klavana (1857-1919), Bogatyrev explained that dress 
allowed groups and individuals to express their own distinctive identities, as well as 
to distinguish themselves from other groups. Clothes also denoted differences in 
social, economic, moral, religious, age and occupational matters (Williams, 1996, 
36). Dress evolves according to the needs of a community (Ewig and Born, 1964, 
16). Despite being a personal form of communication, dress is shaped by the 
shared norms in society. These norms tend to focus on appropriate dress to confirm 
gender, age and stage in the cycle of life, rank, way of life (including work and 
leisure), and religious beliefs (Yoder, 1972, 304). Dress also communicates how 
the individual relates to society through personal identity (Davis, 1992, 25).
While sex (male or female) may be established biologically, the forms of behaviour 
and roles undertaken by each sex are culturally determined. “Masculinity consists 
in one set of appropriate characteristics and femininity consists in a different set; in 
some cultures, for example, to be properly feminine is to be modest, caring and 
nurturing while to be properly masculine is to be aggressive, domineering and 
employed outside the home” (Barnard, 1996, 111). Dress may be used to reinforce 
these notions of gender - as do portraits of Henry VIII with “exaggerated 
masculinity” (Ribeiro, 2000, 11) - or to confound them, as does Marguerite Radclyffe 
Hall in Buchel’s 1918 portrait of her wearing a black jacket cut along masculine 
lines with a grey cravat (Ribeiro, 2000, 10 & 210).
Dress is differentiated to show age, particularly for women. A complete lack of dress 
showed that a Hindu girl in 18th century India was not yet of marriageable age 
(Leslie, 1993, 200). In many European cultures, women’s dress signalled her 
marital status. “Even in villages where the dress of the unmarried girl and the 
married woman were almost uniform, there would be subtle variation - a telltale 
change of colour in the flowered pattern of the apron” (Yoder, 1972, 305). Other 
rites of passage in life are accompanied by a change in dress: christening gowns 
(Nylen, 1961, 364) or a boy’s first pair of long trousers (Perrot, 1981, 169) are 
examples.
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Generational differences are apparent in the adoption of newer styles by the young, 
while older people continue to wear the fashions of their youth. American men 
painted by Copley in the 18th century wore a coat or a frock, the latter being the 
newer style: “On average, the coat wearers were ten years older... than the men 
wearing frocks” (Kidwell, 1997, 11). A traveller of 1798 described the German style 
of the old ladies of Frederick, Maryland, in the United States: “Though the oldest 
inhabitant was born in America, nevertheless by dress and way of life it is easy to 
recognise them as Germans ... with coifs tied under their chins ... on top of them 
large white hats without crowns like huge flat plates” (Niemcewicz, 1965, 112). 
“Clothing has been one of the most convenient, and visible, vehicles known for 
drawing class distinctions” (Packard, 1959, 131). It has been argued that the first 
differentiation of people was that between warriors and non-combatants - a 
distinction still current in feudal Europe and Brahmin India (Veblen, [1899] 1994, 1). 
The use of dress to show rank is evident in most societies, whether to distinguish 
the minute degrees between one level and another, such as those of 17th century 
Japan (Cort, 1993, 187) or to differentiate between the elite and the rest, as shown 
in the Bayeux Tapestry, where 11th century aristocrats wear long tunics and serfs 
wear short ones (Barnard, 1996, 104). Societies which have attempted to abolish 
rank and make everyone equal have adopted a single form of dress for all, most 
notably in China after the Communist revolution (Scott, 1965, 127).
“People, where they are not known, are generally honour’d according to their 
deaths” (de Mandeville, [1724] 1970, 152). The way a person dressed had the 
power to determine placement in social ranking (Vincent, 1999, 205). Dress also 
provides the means by which deference is shown to others of higher rank. Wearing 
sandals was permitted for the nobility only in Aztec society and even the highest 
ranking nobles removed theirs in the presence of the emperor (Anawalt, 1980, 37). 
In western Europe, there was a convention that inferiors in the social hierarchy 
should render “hat honour” by baring their heads to superiors (Corfield, 1989, 64). 
The hat became a much noted item of dress in this context, as expressed in the 
words of an Elizabethan ballad:
“Any cap, whate’er it be 
Is still the sign of some degree”
(Buckland, 1979, 23).
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Clothes have been employed to draw swift and vivid images of economic 
differences between people; witness Dives in his purple and Lazarus in his rags 
{Luke, chapter 16, verses 19-20). In early medieval Europe, people of higher rank 
had more economic power than those of lower rank and this was clearly expressed 
in the number and value of the garments they wore (Rubinstein, 1995, 32). As the 
merchant classes gained wealth during the 14th and subsequent centuries, they 
were able to dress as sumptuously as the aristocracy and clothing ceased to offer 
such a clear cut distinction between ranks (Lurie, 1992, 115), although the 
assumption that the motive was to emulate their betters is a dangerous one 
(Campbell, 1993, 43). The ruling elites used sumptuary laws to bar the wealthy 
from wearing garments and fabrics traditionally reserved for those of high birth 
(Hunt, 1996), often with little effect (Youings, 1984).
“Fashionable dress is used to construct, signal and reproduce positions of 
economic status” (Barnard, 1996, 110). Dress can show that the wearer is under no 
necessity of engaging in manual labour to earn a living: “Much of the charm that 
invests the patent-leather shoe, the stainless linen, the lustrous cylindrical hat, and 
the walking stick, which so greatly enhance the native dignity of a gentleman, 
comes of their pointedly suggesting that the wearer cannot when so attired bear a 
hand in any employment that is directly and immediately of any human use” 
(Veblen, [1899] 1994, 105).
There are recognised “status symbols” within most societies - desirable garments 
or accessories which demonstrate success, whether social or economic (Goffman,
1951, 294; Barber, 1957). A number of factors restrict the use of these status 
symbols: intrinsic restriction (because of a lack of means, usually money); moral 
restriction (a consciousness of one’s rightful place in society); lack of socialisation 
(knowing that one does not have the manners or means to complement the symbol 
of rank); and organic restriction (physical giveaways such as calloused hands 
which betray the symbol) (Goffman, 1951, 303).
The effects of wealth and birth as competing power bases in European society 
produced great complexity and subtlety in the messages communicated through 
dress. Sir Peter Teazle gives his wife a sharp reminder of her humbler status before
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marriage: “I first saw you ... in a pretty figured linen gown with a bunch of keys at 
your side” (Sheridan, 1777, act 2, scene 1). Both the fabric of the gown and the 
bunch of keys suggest a homely existence, where the woman is her own 
housekeeper, in contrast to the grander circumstances of her married home (Buck, 
1976, 9). Wordsworth’s sister-in-law Sara Hutchinson remarked on the “scarlet 
cloaks and silk pelisses” assembled outside the church on a Sunday in 1811 - a 
social division expressed in the difference of form and fabric of outer garments 
ostensibly serving the same purpose (Buck, 1983, 100).
Dressing inappropriately for one’s rank caused confusion and consternation. A 
Cornish Quaker wore a fustian suit on a walking tour: “Our dress was such as to 
bespeak us very suspicious characters ... on entering the inn the waiter stared at us 
and enquired if we wanted to go into the tap, but on speaking in an authoritative 
tone to let him know we were somebody he showed us into the parlour” (Brett,
1979, 49). Corduroy trousers were recognised as working-class wear well into the 
20th century: “If they wore anything but cords they were considered to be getting 
above their station” (Buck, 1976, 15).
Anthropologists classify culture as: artefacts (objects made by people); sociofacts 
(divisions and behaviours for social organisation); and mentifacts (ideas and 
values by which people live) (Horn and Gurel, 1981, 57). There is a relationship 
between the mentifacts of culture and dress - ideals of patriotism, frugality, order, 
beauty, and youth are all expressed through clothing (Horn and Gurel, 1981, 128). 
The shift from bespoke clothing (made at home or by a professional) to ready-to- 
wear garments provides an insight into the shift from a producer mentality to a 
consumer mentality - an abandonment of the past to pursue a new kind of 
materialism (Schorman, 1998, 66).
The availability of technology, such as spinning and weaving, and the tools 
required (from carding combs to mill machinery), the development of the decorative 
arts (such as design, printing, dyeing), the ecology of the area in terms of the raw 
materials, and its geography and suitability for their cultivation play a large part in 
determining the form dress will take (Yoder, 1972, 320). The cold climatic 
conditions of northern Canada demand layers of fur clothing for the Inuit 
(Rubinstein, 1995, 20). A highly populated urban centre such as 19th-century Paris
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demands greater attention to fashion than a provincial town (Wilson, 1985, 134).
Life on the prairie demands greater ease of movement and tolerance of dirt (Lurie, 
1992, 110) than life in the church (Rubinstein, 1995, 75-76).
Dress is one of the means by which social groups communicate their identity as 
social groups to other social groups (Barnard, 1996, 69). Washington Irvine 
identifies the characteristic look of the ordinary Dutch housewives in colonial 
America: “Their hair untortured by the abominations of art, was scrupulously 
pomatumed back from their foreheads with a candle, and covered with a little cap of 
quilted calico which fitted exactly to their heads. Their petticoats of linsey woolsey 
were striped with a variety of gorgeous dyes, though I must confess those gallant 
garments were rather short, scarce reaching below the knees” (Parsons, 1920, 
270-271).
The corollary of belonging is exclusion. Dress singles its wearer out for derision 
when s/he strays beyond the borders of belonging. Three Venetian gentlemen, 
sporting vast ruffs, arrived in Saragossa, where they drew the comment “What 
enormous lettuces!” (Contarini, 1581). More recently, in 1913, it was reported that 
“no ‘Grünrôcke’ (farmers in green ‘Kittel’) came into town any more: The boys used 
to run behind them shouting ‘quack! quack!’ and they were ridicu!ed as 
‘Laubfrocsche’ (tree frogs)” (Yoder, 1972, 302).
Isolation is one of the factors that tends to work against changes in dress (Horn and 
Gurel, 1983, 111): “The court of the Valois in Burgundy was both too near Germany 
and too independent to follow the fashion of the French court” in the 17th century 
(Braudel, 1981, 318). Once isolation is overcome through conquest or trade, dress 
is open to influences and pressures from outside. In Wales in the 1820s, Lady 
Llanover led a romantic campaign to hold back the pressure exerted by English 
cotton mills in producing patterned calicoes, to preserve the native woollen fabrics 
in Welsh dress with all their local peculiarities (Buck, 1983, 96). Traditional dress in 
Hawaii evolved from native clothes made of kapa (felted bark fibres) worn with 
western textiles in the late 18th century to the “holoku”, a gown inspired by the 
empire-line dresses of English missionaries who arrived in 1819, but adapted to 
flatter the size (often 300 pounds or more) of the Hawaiian frame (Arthur, 1998, 
275).
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Long periods of foreign occupation or oppression have a marked effect on any 
culture and even brief military campaigns can have an impact on styles of dress 
(Snowden, 1979, 7). “When India was more or less conquered by the Muslims, the 
costume of the Moghul conquerors (the ‘pyjama’ and the ‘chapkan’) became the 
rule, at least for the rich” (Braudel, 1981, 312). After the republican revolution of the 
1920s in Turkey, dress was a tool of social policy, part of an effort to modernise and 
westernise the nation by, for example, the hat reform law for men, and the 
introduction of modern dress styles to women through government-sponsored 
needlework classes (Jirousek, 1996, 47). Similar hat reforms were introduced in 
Iran during the same era as central government extended its control over disparate 
ethnic and regional groups (Lindisfarne-Tapper, 1997, 69).
Contact with other nations brings “sartorial borrowings”: Dekker remarked of his 
fellow Londoner “his codpiece is in Denmark, the collar, his doublet and the belly in 
France, the wing and narrow sleeve in Italy; the short waist hangs over a Dutch 
butcher’s stall in Utrecht; his huge sloppes [breeches] speak Spanish; Polonia 
gave him his boots” (Jones-Davies, 1958, 280). Fashion itself contributed to trade. 
Barbon, a trader in 1700, approved wholeheartedly: “Fashion or the alteration of 
dress ... is the spirit and life of trade” (Braudel, 1981, 324).
For tradesmen, dress served to identify who worked at what (the leather apron of 
the blacksmith, the gloves of the hedger) and also expressed the wearer’s place in 
the community (Buck, 1976, 12). “Craftsmen traditionally had some aspects of dress 
that set them apart - the leather aprons of the cobblers and blacksmiths, the specific 
dress of the miller, the butcher, the baker” (Yoder, 1972, 306). In Far from the 
madding crowd (Hardy, 1874), Gabriel Oak exchanges his overcoat for “a 
shepherd’s regulation smock-frock”; the new garment served as a symbol of his 
changed status (Worth, 1995, 58). There were identifiable styles of dress 
associated with seafaring people, workers on the land, the various medical 
professions and street workers such as lamplighters and dustmen (Cunnington and 
Lucas, 1976).
Before 1830, an innkeeper was serving travellers dependent on the horse and so 
dressed like a horseman. Once coaches and posthorses had almost disappeared
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and the railways carried travellers, the innkeeper dressed like his customers, or as 
Trollope put it: “They get themselves up to look like Dissenting ministers or 
undertakers” (Trollope, [1864] 1948, 128). Although distinctive dress for some 
tradesmen is practical (millers, bakers and cooks dressed in white owing to their 
work with flour), not all working dress shows this relationship (Wilson, 1985, 22-23).
“One of the most obvious ways in which clothing, as opposed to fashion, may be 
made to construct, signal and reproduce identity can be seen in the use of uniform 
or livery for domestic servants” (Barnard, 1996, 105-106). Liveries could take the 
form of a whole suit of clothes paid as part of a servant’s wages or be a small 
badge identifying for whom s/he worked (Cunnington, 1974). Uniforms serve to 
make their wearers highly recognisable to others, encourage group cohesion and 
suppress individuality among wearers (Joseph and Alex, 1972; Anderson, 2001).
Again, any upset in these sartorial arrangements causes comment. An 
Englishwoman in Milan in 1771 wrote: “I cannot say I liked to see blacksmiths and 
shoemakers with gold and silver stuffs in waistcoats, long swords and embroidered 
knots; tailors in brocade and fine laced ruffles etc. This is carrying opulence into 
luxury” (Parsons, 1920, 235-236).
Clothing served to differentiate between work and play. “While everyday dress was 
utilitarian and sometimes, although not always, drab and nondecorative, for festival 
costumes decoration was allowed even encouraged” (Yoder, 1972, 305). In 
Christian settings, adults wore a sombre formal costume for church, which signified 
a change from work days since it was designated “Sunday best” (Yoder, 1972,
305). The maintenance of a division between workaday wear and Sunday best was 
proof against poverty and social collapse (Buck, 1976, 11). A spinster lady upset 
her neighbours by dressing up on weekday afternoons; they decided she was “a 
proud stuck-up thing” because best dress was reserved for Sundays (Yoder, 1972, 
313).
Communities in which religion is a controlling influence in most people’s lives have 
strict rules about dress. Hasidic Jews (Lurie, 1992, 85), Rastafarians (Rubinstein, 
1995, 198-200) and Hindus (Joshi, 1993) follow rules about dress laid down in holy 
texts which affect their everyday lives. Women’s dress in contemporary Iran and
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elsewhere in the Muslim world has become inseparable from declarations of 
religious orthodoxy and political loyalty (Davis, 1992, 26).
Many Christian communities frowned on excess in dress in the past (Owst, 1933) 
but put equal emphasis on having a respectable appearance, drawing a very fine 
line between what was and was not acceptable (Schmidt, 1989). “Proper attention 
to dress was a sign of self-respect and respect for the order of things” (Hollander, 
1978, 362). Yet, to be too concerned with one’s outward appearance was to suffer 
from vanity; something outlawed in The bible: the daughters of Zion are criticised 
for haughtiness, wanton eyes, tinkling jewellery, and their changeable apparel, 
among other things (Book of Isaiah, chapter 3, verses 16-24). Vanity was seen as a 
peculiarly female vice - both a weakness and a black art which could be used to 
tempt men (Hollander, 1978, 361; Breward, 1995, 72). Disinterest in dress was 
advised in the New Testament too; since even King Solomon in all his purple 
splendour still could not rival the unplanned beauty of the “lilies of the field” 
(Matthew, chapter 6, verses 28-32). Fancy clothes often demonstrated impropriety:
“‘And now you’ve gay bracelets and bright feathers three!’
‘Yes: that’s how we dress when we’re ruined,’ said she”
(Hardy, The ruined maid,  ^866).
A great deal of emphasis was placed on the appropriateness of dress in books of 
conduct. Castiglione’s 16th century Book of the courtier advised modesty was 
particularly important; bright colours for men were appropriate only on special 
occasions (Castiglione, [1528] 1854, 135). Appropriate dress included the notion of 
being fine enough for reception in elite circles. An exiled courtier of Charles I wrote 
of his diminished estate: “I am so retired into the skirts of a French suburb that I 
scarce know what they do at the Louvre, and I want the clothes for a court, having 
but that poor riding suit I came out of England in” (Townshend, 1897, 230). 
Appropriate dress also avoided being too much in the fashion. At the turn of the 
20th century in New York, it was “ a safe rule for a lady to lay aside her French 
dresses for one season”; in more Puritanical Boston, two years was not unusual in 
order to avoid being “in advance of the fashion” (Chrisman, 1998, 21-22).
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Sometimes, there is a sudden freezing of fashion; the moment at which a transition 
from fashion to folk dress takes place. Some folk costumes are granted to the 
people by their rulers, usually on special occasions such as royal engagements, 
weddings, births, etc (Konig, 1973, 67). Folk costume outwardly symbolises the 
identity of a community and expresses the individual’s manifold relationships to 
and within that community (Yoder, 1972, 296). The folk dress of 19th century 
Poland provides a neat summary of the most usual distinctions in dress (figure 34 - 
page 149): between the sexes, people at different stages in the cycle of life, at 
different seasons of the year, and for different social occasions (Dabrowska, 1994, 
128-129).
Folk dress prevents the individual from freely expressing his or her individuality; its 
purpose is to “deindividualise” the individual (Yoder, 1972, 308). Dress as a means 
of expressing personal identity (Stone, 1965; Horn and Gurel, 1981, 159) has been 
investigated using symbolic interaction theory (Mead, 1934; Roach-Higgins and 
Eicher, 1992; Pannabecker, 1997). This theory holds that the self is established, 
maintained and altered in and through communication, which takes place verbally 
as discourse and non-verbally through appearance (Stone, 1965, 217). Dress is a 
critical part of appearance and is used by individuals in relation to an audience or 
audiences whose validating (or challenging) responses are essential to the 
establishment of the “self” (Stone, 1965, 230). Dress illustrates membership or 
rejection of particular groups in society: in 18th century England, cocked three- 
cornered hats signalled “Tory rory ranter boys”, while their political opponents, the 
“Old noils”, wore trencher hats with brims over their eyes. In Sweden at the same 
period, the two main political parties were known as the “Hats” and the “Caps” 
(Corfield, 1989, 70).
Not all decisions concerning how a person chooses to present him or herself to the 
community through dress are as simple as that between two clearly partisan hats: 
“The 17th century consumer had to make a whole range of choices concerning the 
colour, fabric, cut, style, cost and fit of each garment. In order to do so successfully, 
he or she needed a particular set of skills and body of information: observations 
about fashionable dress, a certain knowledge of garment construction, the ability to 
imagine the finished item, and the vocabulary with which to communicate ideas to 
the tailor” (Vincent, 1999, 199).
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Figure 34: Distinctions in Polish folk dress (Dabrowska, 1994, 128-129)
Attire
of men - married/bachelors of women - married/unmarried
seniors middle youth child older middle young girl child
everyday summer everyday
festival i spring - autumn festival
ceremonial ritual winter ceremonial ritual
nobility
wealthy
craftsmen
the poor
middle wealthy
yeomen
other
merchants
poor day labourers
wealthy landowners
peasants
gentry
townspeople
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This construction of a personal look (as opposed to a fashionable look) is a process 
rarely acknowledged or discussed openiy in everyday life but it is documented in 
diaries and letters: the artist Gwen John described clothes and explanations of 
what they represented to various correspondents, demonstrating her maintenance 
of dual identities. To a fellow artist, the sculptor Auguste Rodin, she wrote that her 
intention was to appear “artistique” to demonstrate her unusuai sensibility (Foster, 
1999, 119). To women friends she described how she planned to mix shop-bought 
garments and home-made items - a way of dressing oneself which demonstrated 
conventional, late 19th century aesthetic taste (Foster, 1999, 119; Newton, 1974, 
156). Both these identities are at variance with the popular myth of her lack of 
interest in ciothes which was used to validate her incorporation into the body of 
mainstream (male) artists of her era, for whom the frivolities of fashion were 
beneath notice (Foster, 1999, 114).
One item of dress serves to exempiify the complexity of meanings a single garment 
may demonstrate in wear: a length of fabric worn on the head by modern black 
women has maintained their iinks with their African cuitural heritage in terms of 
dress (Bradiey Griebel, 1995, 216). Race is another dimension of identity signalled 
through dress (Earle, 2001). However, this is not a simple heritage. The “head tie” 
was a stock-in-trade of Hollywood’s demeaning image of black women as the 
slave, the servant or the mammy (Bourne, 1993). It is made of cotton, providing an 
enduring symbol of the tie between master and slave (Hunt, 1994). In Jamaica, 
following emancipation in 1834, working class women wore the head tie for 
padded protection as they carried baskets of goods to market, against the dirt and 
sun as they laboured in the fieids, or for respectability if they were indoor servants. 
Head ties then were made from Indian Madras handkerchiefs, which had been 
goods in the triangular trade between India, Britain and Africa. They were worn not 
only by African-Jamaican women but by another significant minority group - Indian- 
Jamaican women. Thus, a head tie signified “a community relationship based on 
shared historical roots, colonisation and difference” (Tulloch, 1999, 72).
The head tie continued to be worn indoors by immigrants to Britain after the 
Second World War but was given a new significance in the 1970s when African- 
American music and cinema stars (such as Aretha Franklin) wore it - the head tie 
became glamourous. Second-generation Jamaican-British women started to wear
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head ties in public as fashion items, and as open expressions of their black 
consciousness and an acknowledgement of Africa as the epicentre of biack culture 
(Tulloch, 1999, 74). Thus, a simple square of fabric came to combine complex 
meanings - including the practicai, the sociai, the economic, and the political 
experiences of black women in Britain, the United States, Jamaica and Africa.
This method of “reading” dress is an application of Saussure's semiotic model of 
communication - in contrast to a process model (in which meanings pre-exist the 
process of communicating them). Items of dress or outfits have meanings which are 
negotiated between the wearer and the observer (Barnard, 1996, 30). In the 
semiotic model, one thing stands for or represents another. Saussure deveioped 
his semiotic model in relation to language: the written or spoken word is used to 
represent thoughts or opinions. Words and speech are “signs”. A sign is composed 
of a “signifier” (the sound or shape of the words) and the “signified” (the mental 
concept to which that signifier refers) (Saussure, 1974, 65-7). Fabrics, textiles, 
garments and ensembles may be considered signifiers (Barnard, 1996, 79).
A picture of a gentieman wearing a Norfolk jacket (figure 35 - page 152) offers the 
opportunity to analyse and explain signifiers and signifieds on a number of different 
levels. First, various iines, shapes and patterns are recognised as standing for 
lapels, pockets, buttons, pleats (parts of the jacket). Second, the lines, shapes and 
patterns which form lapels, pockets, buttons, pleats may be recognised as 
representing a particular style of jacket. In this case, the signified is a Norfolk jacket. 
Third, the jacket, or the whole ensemble, may be considered as a signifier. The 
outfit itself may be understood as standing for a whoie way of life. The signified 
here is a gentlemanly, if not aristocratic, leisured, patriarchal, late-Victorian way of 
life (Barnard, 1996, 80).
The first and second levels of meaning are both “denot^ional”, while the third level 
is “connotational”. Denotation is the literal meaning. It is factual, concerning what 
the jacket is made of, when and where it is made and worn. Connotation is 
sometimes called a second order of signification or meaning: “It may be described 
as the things that the word or the image makes a person think or feel, or as the 
associations that a word or image has for someone ... Words and images will have 
different associations, or connotations, for different people” (Barnard, 1996, 81-83).
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Figure 35: A gentleman in a Norfolk jacket, 1905 (Barnard, 1996, 82)
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Dress may therefore be read on several levels. “To the outsider the blue or 
charcoal “mutze” of the Amish male is just a jacket. To someone who knows the 
clothing norms of Amish culture, however, the “mutze” signals that the wearer is 
Amish, that he is baptised ... and that he defines the situation as not an everyday 
event. If the “mutze” is blue the wearer is between 16 and 35 years of age; if it is 
charcoal the wearer is over 35. To the outsider the Russian “kalbak” is just a 
brimless red hat; to the insider it signals that the wearer is a doctor” (Enninger, 
1992,218-219).
It is important to recognise that there is nothing inherent in a garment or style of 
dress that makes it appropriate to the idea for which it stands. Girls could be 
dressed in blue and boys in pink; the convention happens to have been 
estabiished the other way around (Barnard, 1996, 86). The Bayeux Tapestry 
depicts the nobility in long tunics and the lower orders in short tunics: “Clearly there 
is no natural connection between serfdom and short tunics on the one hand or 
between aristocracy and long robes on the other. The length of tunic or robe is not 
a naturai or God-given signifier of social position insofar as one could quite easily 
imagine a situation in which long robes signified serfs and short tunics signified 
aristocracy” (Barnard, 1996, 104). It was the arbitrary relationship between a word 
and its meaning that Barthes was at pains to stress when he chose dress as an 
extended example for his discussion of semiotics (Barthes, 1967).
The lack of clear, rational reasons for styles of dress has caused fashion theorists to 
impose meanings on them (usualiy without the benefit of evidence) in “a superficiai 
and cliche-ridden way” (Wilson, 1985, 47). Some theorists have sought 
explanations in the function of clothes (figure 36 - page 154). Protection is their 
primary purpose according to one school of thought (Enninger, 1992, 217). The 
interplay of sexual attraction and modesty is its main function according to another 
(Flügel, 1930) - an ambiguity exemplified by Pepys’ visit to church “Where I found 
that my coming in a periwig did not prove so strange as I was afraid it would, for I 
thought that all the church would presently have cast their eyes all upon me” (8 
November 1663).
Another theory suggests that fashion develops from “a kind of cultural determinism” 
which defines it as a reflection of the political, economic, intellectual and artistic
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events of its time (Gibbons, 1971, 3-18; Horn and Gurel, 1981, 126). This was most 
famously proposed as the “spirit of the age” theory. It argued that “in every period 
costume has some essential line ... the forms of dresses, apparently so haphazard, 
so dependent on the whim of the designer, have an extraordinary relevance to the 
spirit of the age” (Laver, 1937, 250): thus, the emancipation of the post-war flapper 
was mirrored in short hair and short skirts, the latter making it possible to “jump on 
and off motor omnibuses before they are at a standstill” (Webb, 1912, 267).
This theory has been vigorously challenged from both a practical and philosophical 
perspective: “It is not enough to say that women adopted short skirts after the First 
World War because they symbolised sexual freedom and permitted easy 
movement of the legs, since these practical and symbolic effects could and have 
been accomplished in other ways” (Hollander, 1978, 313). “The utility of short skirts, 
for example, is relative. Legs may in fact move quite easily under long skirts if their 
free action may be allowed to show through and the skirt is wide enough” 
(Hollander, 1978, 339). “If women’s dress has been cut straight, shapeless, and 
ankle length, a radical movement toward sexual expression will be manifested by 
tight stays and long, full, flowing skirts - this happened at the beginning of the 14th 
century. If respectable, ordinary women wear tight stays and long trains, radical 
sexual freedom will be expressed in straight, ankle-length and shapeless garments 
- and this happened at the beginning of the 20th century” (Hollander, 1978, 313). 
Likewise, it has been observed that to say the mini-skirt of the 1960s is a symbol of 
sexual liberation is to be reductionist and to ascribe a fixed meaning: alternatively, 
“to consider it in terms of its differences from other garments is to see its meaning 
as being generated intertextually” (Sawchuk, 1988; Barnard, 1996, 158).
A systematic, statistical review of women’s skirt widths and decolletage depths over 
75 years suggests that it follows a cycle over time - fashions follow an ordered 
pattern from one extreme to the other (Kroeber, 1919). This observation argues that 
strict parallels between dress and political change may be coincidental. Another 
study looked at women’s dress to see if it was influenced by its contemporary 
political context from 1797 to 1936. It concluded that international war induces 
women to wear the short “empire” mode, whereas international peace encourages 
the long “hour glass” mode, and intranational war apparently nurtures the short 
“hour glass” mode, while intranational peace favours the long “empire” mode
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(Simonton, 1977, 285-288). This probably demonstrates that there are cycles in 
European war and peace and there are cycles in fashion which happen to coincide 
at certain times.
Another attempt to explain fashion looked to other artistic endeavours in society for 
inspiration. Parallels between architecture and dress were identified, suggesting 
that it is possible to trace in detail the connection of clothes and building (Heard, 
1924, 40). “Immense vaults, tunnels to take trains, gas reservoirs which could 
eclipse the Pantheon, for giant furnaces huge shafts which could swallow the 
greatest column Rome ever raised or the loftiest obelisk of Egypt: such were 
industrialism’s invariable themes. In consequence, the cylinder was everywhere 
printing itself on the subconscious, and cylindrical man becomes top-hatted, frock- 
coated, trousered. As these great works are in action, behold everywhere smoke, 
soot, and cider, and, in answer, the dress of man is columnised” (Heard, 1924, 116- 
117). Such compelling observations are, however, the exception rather than the 
rule, and in some cases too contrived to be credible (figure 37 - page 157).
There have been economic explanations for fashion which see the capitalist 
system foisting fashion on a society of passive consumers (Lasch, 1979;
Baudrillard, 1981; Ewen and Ewen, 1982; Wilson, 1985, 49) and providing the 
weapons for a war of status in an economically competitive society (Veblen, [1899] 
1994). That changes in dress are initiated to spur consumer demand or for the elite 
to stay one step ahead of those of lower economic status may be plausible but 
neither explanation accounts for “the form that fashion changes take. Why did the 
bustle replace the crinoline, the leg of mutton sleeve the sloping shoulder?”
(Wilson, 1985, 52). Veblen and his many disciples focus on the irrationality of dress 
without satisfactorily explaining it (Wilson, 1985, 52; Allen, 1991, 350-351).
These seductively simple yet largely discredited theories stand as warnings that in 
using dress as interpretation, it is imperative to avoid explaining “it” as though it 
carries a universal truth. Dress in its various forms offers gateways to aspects of 
societies in the past that might otherwise seem impenetrable. It is an everyday 
medium of communication with the potential to tackle extraordinary subjects. Dress 
is relevant to every visitor (they all wear clothes) and in this respect, Tilden’s advice 
to make interpretation relevant to something within the personality or experience of
156
2
3
ü0
4-»
'E
ok.
(0
£o
Q.
E
coo
cg
üo
«*-
0
1—
0
0
4-»
£
0co
E
0
•D
0
0
0
O
i2c
0
E
0
0
U)c
?
£
Q S' 
k. O)
g o8
■fS
S 5
■■ G)
Î 5 -
a) ■D 
1_ &- 
3 0 
0 ) 0
e E
23O)
D)
’n
CÇÇ
E
I
Q.O(f)<D
TD
C
03
0)
C
.2
k_
w
<
Q)
x:
H
2
3
O)
T3
C
03
0
i
i_T
0
■q .
C
0
O
C
0
X:
H
■D
O
*k_
0
Q.
L_
O
■D
3
I -
0
0
00
2
"O
0
0
X:
J0
X3
0
O)
■0
C
0
Q.
8
2
0
3
O"0
0
O
X:0
X:
ü
the visitor becomes less daunting (Tilden, 1977, 9).
Although this chapter has dwelt on historic dress to demonstrate its communicative 
power, studies have shown the people do “read” clothes nowadays (Argyle, 1990, 
235; Hollander, 1978, 345-346). Clothing is a readily visible means of 
communication, providing the observer with a complex array of information (Horn 
and Gurel, 1981; Radcliffe, 1987, 193). It “conveys instant and often multiple 
messages: social; sexual; occupational; generational; ethnic; geographical; 
personal... the selection and manipulation of external items of dress can be used to 
express a myriad of meanings, from display to disguise; from deference to dissent” 
(Corfield, 1989, 66). People understand that dress communicates formality, 
casualness and appropriateness for particular social situations and activities (Von 
Beyer, 1981; Snyder, 1979; Miller et al, 1991), group membership or individuality 
(Kaiser, 1985; Davis and Lennon, 1985), social class (Sissons, 1971); 
attractiveness and fashionability, to attract attention or avoid it (Solomon and 
Schopler, 1982); and to provide colourfulness and other ways of expressing 
personality or mood (Erickson and Sirgy, 1985; Rosenfeld and Flax, 1977;
Compton, 1962; Thomas, 1973).
Visitors not only wear clothes, they understand how they communicate. Most 
people are content with the idea that the clothes they wear, and the combinations 
they wear them in, have or can be given meaning of some sort. Most people will 
also be happy with the idea that they make choices concerning what to buy and 
wear on the basis of the meanings they perceive garments to have. And many 
people are perfectly happy to let the meanings of other people’s clothes influence 
the way in which they behave towards them (Barnard, 1996, 69; Rubinstein, 1995, 
3). This makes them a familiar and everyday language. However, it is ambitious to 
claim (as one of the few commentators on clothing as interpretation has) that 
visitors “are well prepared to interpret and learn from the cues offered by period 
dress. They can envision a setting immediately without having to read or listen to a 
presentation” because they are already accustomed to interpreting the clothing 
cues of their own time (Radcliffe, 1987, 194). The visitor’s ability to understand 
details in historical dress vary: clothing awareness is higher in women than in men; 
and higher among those with arts, humanities and social science leanings than 
engineers or other physical scientists (Vener and Hotter, 1959; Rosencranz, 1972;
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Merrick, 1970) and there is higher clothing awareness among those with an interest 
in popular culture than those without it (Patterson, 1968; Orkus, 1971).
Dress, as the outward and visible signs of a culture, needs to be explained - it 
cannot speak eloquently by itself. This is all the more difficult since “sign-vehicles” 
or “cues” that, for example, suggest the status to be assigned to individuals and 
define the ways others are to treat them (Goffman, 1951, 294) were features of a 
hierarchical society which has subsequently broken down (Allen, 1952; Horn and 
Gurel, 1981, 162; Argyle, 1990, 237). Visitors live in a world where dress has a 
more flexible application than in the past: “The white-collar worker is now apt to 
wear a blue shirt, the blue-collar worker probably wears the white shirt, and the 
person in jeans and denim shirt is likely to be the boss' son or daughter” (Horn and 
Gurel, 1981, 274). “There has been a significant swing towards greater informality, 
both in dress and behaviour” (Martin and Mason, 1993, 37).
The bowler hat of the City gentleman and the knotted turban of Mrs Mopp have all 
but disappeared in Britain. They live on only in stereotypes and 1970s television 
sitcoms. The ancient symbols of rank are no longer relevant. A person’s class may 
still be divined by reference to clothes but without the same certainties of days gone 
by. Consumers may pick and choose styles which reflect or pretend social status. 
Like Humpty Dumpty’s use of words, a garment can mean whatever the wearer 
wants it to mean (Carroll, 1872). Celebrities may still aspire to flashy diamonds and 
expensive watches but these stand as ciphers for financial success rather than in 
the social structures of everyday life (Argyle, 1990, 244). The plurality of dress in 
the present requires that clothes of the past be decoded for modern (or 
postmodern) eyes. However, this difficulty can only be expected on the semiotic 
model: “It will hardly be surprising if different readers from different cultural 
backgrounds produce different meanings” (Barnard, 1996, 30).
“The tourist may look at past artifacts of past peoples ... No matter how much 
goodwill might be aroused towards evidence of a lost peasant culture, however, the 
non-expert might yet feel some bewilderment: what is it all about ? These costumes 
and their decorations meant that people were different from each other - differences 
of region, age, sex, season and social class were embroidered into the costumes, 
and stressed again by tassels, ornaments, and the use of colour” (Horne, 1984, 25).
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Clothes at historic sites have most usually been located in museum display cases - 
not on the staff. They have been cared for and studied as objects; often as fine art 
not popular culture (Wilson, 1985, 60; Levitt, 1988, 8). Original dress is usually 
removed to its own wing of the museum, where the emphasis is fashion, not culture 
(Frye, 1977, 39). This traditional approach relies on long-established art historical 
methods with little social, economic, or cultural analysis (Palmer, 1994, 15; Wilson, 
1985, 48). Where modernity conceived of an object in terms of production, 
postmodernity conceives of it in terms of consumption (Barnard, 1996, 152). Where 
this interdisciplinary approach has been applied to dress in paintings, it has 
demonstrated the wealth of information about the past it carries (Kidwell, 1997; 
Tarrant, 1995). “In depth” exploration of an object (Hooper-Greenhill, 1991, 10) may 
be undertaken in relation to a garment, such as the mantua (Hart, 1999), to produce 
a range of insights into the society which produced it (figure 38 - page 161).
Dress has been discussed as a medium of communication about aspects of life in 
the past and as a social, economic and cultural phenomenon. As such, it can be an 
effective tool for educating visitors (Funk, 1990, 1) by illuminating social history, 
economic trends, political expression and technological change (Frye, 1970, 40). At 
the Canadian Museum of Civilization there is a recognition that clothing and 
personal adornment reflect a world view (MacDonald and Alsford, 1989, 86). When 
Colonial Williamsburg’s management decided in 1977 its interpretive programmes 
should focus on social history as well as politics, economics and culture, costumed 
live interpretation was the interpretive technique to which they turned (Zwelling, 
1980; Radcliffe, 1987, 194). The Joseph Priestley House, Pennsylvania (United 
States) is one of many sites which uses reproduction dress to explain women’s 
social and economic roles as workers and consumers from 1790 to 1810 (Dupree- 
Begos and Campbell, 1994, 36). Costumes are essential to the live interpretation 
programme at the Minnesota History Centre (United States): “Costumes attract 
visitors’ attention, draw visitors over to the history player [the live interpreter], inspire 
questions, and provide visual clues and information about the character’s life and 
time period. Costumes are an integral part of a history player’s interpretation and 
an effective learning tool” (Minnesota History Center, undated).
Having established its credibility as an interpretive tool, the next chapter discusses 
the challenges of clothing interpreters at historic sites in historical dress.
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Figure 38:
Application of Hart, 1999, 93-103 to Hooper-Greenhili, 1991, 110
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Chapter 6 
Costume as communication
When the visitor encounters a front-of-house staff member “a complex mental 
process is aroused, resulting within a very short time, 30 seconds perhaps, in 
judgement of the sex, age, size, nationality, profession and social caste of the 
stranger, together with some estimate of his[/her] temperament, his[/her] 
ascendance, friendliness, neatness, and even his[/her] trustworthiness and 
integrity” (Allport, 1937, 500). This enables “a preliminary adjustment o f ... 
behaviour towards him[/her]” (Flügel, 1930, 15). Many studies show evidence of the 
critical role of clothing in forming first impressions of others (Rosencranz, 1962; 
Douty, 1963; Ryan, 1965, 8-39; Hamid, 1968, 1969 & 1972; Bull, 1975; Von Beyer, 
1981; Damhorst, 1990; Satrapa et al, 1992; Burns and Lennon, 1993).
In this chapter, the challenges of dressing interpreters in clothes which represent 
historical garments is discussed. Whereas “dress” was used in the previous 
chapter to discuss the communicative role of clothes in the past, the term “costume” 
is used here to describe a suit of clothes made to reproduce those of the past, worn 
by an interpreter for the hours of the working day (Funk, 1990, 18). Managers at 
some historic sites which have staff in reproduction dress object to the term 
“costume” insisting that this is a purely theatrical term (McMahon, 1999, 10). One 
alternative, “period clothing”, more properly refers to original artefacts than 
reproductions (Funk, 1990, 18-19).
Some historic sites employ front-of-house staff who do not wear costume but the 
traditional dress of their community: official tourism ministry guides wear “traditional 
costume” at Moroccan historic sites (Moroccan National Tourist Board, undated); all 
government workers wear traditional dress on Mondays in celebration of Philippine 
Independence (Alba, 1998); and at Ganvie Village, the Palace of the Kings and the 
Snake Temple at Ouidah (Benin), the local guides “wear normal African attire ... 
seemingly heavy robes ... of unbelievable prints ... [which] are very good protection 
against the hot weather” (Landau, 1998). In Djibouti (Madagascar), the custodians 
of historic sites wear traditional cotton robes (Dodwell, 1997). In some cases this 
does not present as attractive a picture as might be expected: at the National 
Ethnology Museum (Mozambique) “the guides walk with hole[s] in their shoes and
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their salaries are about the absolute poverty line” (Rosenquist, 1999). This 
discussion concentrates on reproduction historical dress rather than traditional 
dress of this kind.
Costumes are work clothes and have considerable similarities to uniforms for front- 
of-house staff: they play a role in making the service more tangible by suggesting 
what standard of quality may be expected; they enable visitors to recognise staff 
easily and they help create the atmosphere of a place (Nelson and Bowen, 2000,
86). Costume serves to identify the interpreter with the historic site even to the
\
extent that they personify it. At the Lindheimer House in Texas (United States), the 
hostesses undertake what they call “Mrs Lindheimering”: doing guided tours as the 
original homemaker there (Fine and Speer, 1985, 88). The staff are the front line of 
any service provider: “They are your representative and ambassador to the public” 
(Graf, 1993, 124). “A dishevelled employee in an ill-fitting uniform reflects 
negatively on an organisation” (Nelson and Bowen, 2000, 88). For an interpreter at 
Colonial Williamsburg, her costume was an emblem of the foundation for which 
she works and its reputation for excellence (Handler and Gable, 1997, 190).
“An off-duty interpreter in costume or uniform, even away from the historic site, must 
remember that [s/]he represents the site to the public and should behave 
accordingly” (Alderson and Payne Low, 1976, 137). At an otherwise disciplined 
first-person site, a lunch break sees two costumed interpreters leave Plimoth 
Plantation in Massachusetts (United States) for a local café for ice cream and three 
others go to a pub still wearing their costumes (Snow, 1993, 74). A visitor reported 
meeting an aged, heavily beshawled peasant in a turf hut at the Ulster-American 
Folk Park (United Kingdom), “who sat mutely demonstrating weaving in some time- 
honoured fashion and then, much rejuvenated, nearly knocked me down some five 
minutes later as she made her precipitate way home in her Morris Minor”
(Sorensen, 1989, 62).
“Enforcement is a strong word, but setting standards which reflect the quality of the 
institution is important” (Hall, 1993, 119). What boundary-spanning employees 
wear has a profound effect on those with whom they interact. One study looked at 
the effect of clothing on interpreters’ credibility (Dottavio and McLellan, 1985). 
Programmes were presented by men and women in uniform, informal civilian
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clothes and more formal dress. The men in uniform were rated as having the most 
credibility. The women's personalities were viewed more positively if they were 
dressed in civilian clothes and the visitors’ impressions of women did not seem as 
dependent on clothing as did visitors’ impressions of men (Dewar, 1991, 194).
Other studies have shown that attractive people are considered more sociable 
(Lennon and Miller, 1984) and more accomplished at tasks (Lapitsky and Smith, 
1981). An important strategy is the provision of professional dress which elicits 
supportive behaviour from customers (such as compliments and pleasant 
conversation) which in turn contributes to job satisfaction. Well-dressed employees 
also suffer less from customers offering advice on how they should do their jobs 
(Bowen and Schneider, 1985, 133). Similarly, there is a danger in dressing 
interpreters in good quality costumes if they are not up to the job visitors will expect 
of them: “Dressing the staff in costumes can be a pointless gimmick to make the site 
seem quaint. The costumes only serve to give uninformed staff members an 
undeserved symbol of knowledge and authority” (Leon and Piatt, 1989, 90).
There is potential for confusion if staff performing different front-of-house functions 
are all in costume: “It is important that there is a clear distinction between 
interpreters and other staff. Admissions, retailing and catering staff should not wear 
period costume. The visitor needs to understand that all the people in costume 
have a specific interpretative role. The costume is not some nostalgic decoration” 
(Lewis, 1994, 334). “The use of costumed staff should be confined to appropriate 
areas to foster the understanding of the site ... there is no place for a costumed 
parking lot or toilet attendant” (Shafernich, 1993, 46). It is not effective to have 
service staff, such as cashiers and waitresses dressed in costume as they are in 
the wrong situation for meaningful interaction with the public (Flanagan, 1996, 5-6).
Dress serves an important function in distinguishing staff from other people (Nelson 
and Bowen, 2000, 86). “Historic costuming can be a type of signage that tells 
visitors which people are interpreters” (Funk, 1990, 1). Front-of-house staff at 
Colonial Williamsburg wear uniforms (in this case, costumes) which mark them as 
service employees (Handler and Gable, 1997, 218). “The costume also sets the 
interpreter apart from the visitors, visually ... It makes the visitor comfortable to have 
a recognisable person in charge. It also helps the interpreter enforce rules and
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security measures, because the costume clearly denotes a member of staff” 
(Alderson and Payne Low, 1976, 35). There is a tendency to select costumes for 
interpreters which can be easily distinguished from modern visitors' dress 
(Minnesota History Center, undated). Researchers reported 58 per cent of visitors 
experiencing difficulties understanding what the characters dressed in clothes 
similar to modern dress were doing at the London Science Museum (Bicknell and 
Mazda, 1993, 9 & 25). At the Royal Ontario Museum in Toronto (Canada), a study 
revealed that people mistook a 1950s housewife character for a fellow museum 
visitor, albeit unfashionably dressed, and were duped into what they believed was 
a spontaneous conversation (Cannizzo and Parry, 1994, 46).
Clothing defines the situation in which social interaction takes place (Horn and 
Gurel, 1981, 177) and in this context helps to build atmosphere (Nelson and 
Bowen, 2000, 86). “To function properly and successfully, a live museum should 
convey the sense of a different reality - the reality of another time” (Deetz, 1991,
15). This has been described as a “fourth dimension” for visitors (Alexander, 1968, 
264; Radcliffe, 1987, 194). “Many historic sites find that there is a heightened sense 
of realism if interpretation is done by people attired in period dress. The intention of 
costuming the hostesses at Colonial Williamsburg in the 1930s was to further the 
impression of historical realism (Handler and Gable, 1997, 74). Costumed guides 
are an important part of the overall visual image ... They look as if they belong in 
the historical setting, and they help to make the setting look right for its period” 
(Alderson and Payne Low, 1976, 35). The curator of textiles at Old Sturbridge 
Village in Massachusetts (United States) believes that “costume is an important 
part of our mission, an effective way to bring them [patrons] into the world” of 19th 
century farm life (McMahon, 1999, 26). “Costume puts a personal face on the past. 
Patrons see that people really lived and worked back then,” said the costume 
manager at the Valentine Museum (McMahon, 1999, 26). “Reproduction clothing 
worn by museum staff is the most immediate and most visceral tool used by 
museums to create an historic ambiance” (McMahon, 1999, 5).
Costume may play a more profound role in stimulating visitors to learn: “The 
mission of a restored site is first to reproduce some portion of the past as fully and 
authentically as possible and then convey its message to the public. Correctly 
done, period costuming can be the catalyst that brings it off” (Severa, 1979, 81).
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Costume is a novelty, attracting the visitor’s attention (Thomas, 1988, 26) and 
thereby contributing to mindfulness (Goins and Griffenhagen, 1957). “As a primarily 
visual experience, the impact that reproduction historical clothing has on the visitor 
cannot be overestimated” (Loba, 1992, 269). In a museum gallery setting, one 
study concluded that “costumes and props are a huge draw as they signal 
something different” (Bicknell and Mazda, 1993a, 9).
“Reproduction historic clothing is a very important communications tool” (Loba, 
1992, 269). There are two things with which all visitors can connect - things one 
eats and things one wears” (Shaw, 1998, 1). Research at Fort Laramie in Wyoming 
(United States) concentrated on visitors’ retention of information (Warder, 1988). 
Personal presentations by interpreters, particularly those in historic costume, result 
in higher knowledge gains than other programme types (Dewar, 1991, 195). The 
difference in learning experienced by two groups of children was measured at an 
interpretive programme at Victoria Settlement in Alberta (Canada): a costumed 
interpreter and a uniformed interpreter each hosted one session. The “uniform” , 
group understood concrete or visual components of the programme better than the 
“costumed” group because they focused more intently on the objects and 
information rather than paying attention to the interpreter. The “costumed” group 
grasped abstract concepts more easily because the children found the costume 
maintained their interest and they enjoyed the “authentic” environment while they 
were listening (Wells, 1988, 5; Tait, 1989b, 39).
Despite the positive effects cited by enthusiasts for costumed interpreters, 
resistance to them takes many forms. Costume, it has been argued, suggests 
theatre, which is principally regarded as a vehicle for entertainment not education 
(Alsford and Parry, 1991, 13; CEI, 1987, 8). Putting staff in costume has been 
criticised for pandering to a pastiche of the past (Fortier, 1989). It has been 
marginalised as a marketing gimmick, with little purpose save the spectacle it offers 
(Robertshaw, 1990). A consultant from the United States suggested putting a 
British farm museum’s staff in period dress: “The reaction was, invariably, 
immediate rejection of the notion, with a measure of amusement and a dash of 
shock. Everyone told me that while it might be all right in the States (I cringed a 
little at this) it would not go over here in England” (Burcaw, 1980, 5). “Site 
administrators oppose it on practical grounds. They prefer to have interpreters in
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uniforms or in street wear that has sufficient uniformity to establish the authority of 
the wearer. Costuming, they argue, is expensive” (Alderson and Payne Low, 1976, 
35). Negative opinions on the subject of costuming living people in period dress 
usually cite the time and expense involved in the undertaking (Radcliffe, 1987,
193). Costuming has been characterised as the most costly and time-consuming 
element in the interpretation of Van Cortland Manor in New York (United States) 
(Haley, 1985; Radcliffe, 1987, 195). A significant question is whether a site can 
afford to produce appropriate costumes for its staff; this is a particular challenge for 
sites which cover a broad time span (Tait, 1989b, 37-38 & 46).
Aside from the expense, a criticism which may be levelled at many innovative 
interpretive media, adverse comment has frequently focused on bad examples of 
costume: one observer reported a shudder of professional disapproval at the use of 
machine-made clothing lacking both vitality and fit (Moore, 1971, 6; Frye, 1977, 41- 
42). Many historic sites make too many compromises as they “strive for realism in 
their reproduction costumes, tempered by the practical concerns of multiple sizing, 
drip-dry fabrics and a contemporary sense of comfort” (Frye, 1977, 41). 
Nevertheless, “it is imperative that historic costume be accurately represented in 
the museum environment. The public has the right to expect authenticity (Alderson 
and Payne Low, 1976, 35-36). Recognised goals for museums include serving an 
educational function which demands accuracy” (Labhard, Morris and Loe, 1995, 
42). Visitors will, “if uneducated to the fine points, interpret what we do as truth, no 
matter how poor it is” (Severa, 1979, 71). “We should be most concerned with 
people who do not catch us in our inaccuracies. Visitors trust the museum's 
personnel to be the experts” (Shaw, 1998, 1). “While many visitors may never 
notice an inaccuracy, other[s] do, and institutions have the ultimate responsibility to 
educate accurately ... they trust a museum as an authority figure” (Shaw, 1993,
128; Peterson, 2001, 102).
A costume manager at Colonial Williamsburg in Virginia (United States) has 
commented: “The clothing is just as important as creating an accurate interior...
Any time you have a break in your credibility, then everything that is credible is lost, 
or it’s called into question. If you have someone who comes in, and they happen to 
see plastic buttons, or someone wearing obvious knee socks, instead of proper 
hosiery ... that’s saying ... that’s not accurate. I wonder if the way that tea service is
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laid out is accurate ? ... You start to lose it” (Handler and Gable, 1997, 45-46). The 
discovery of one inaccurate detail may launch visitors on a quest for more (Yellis, 
1990). “Most historic buildings and their treatment, interiors, and furnishings are as 
true to period as scholarship can make them. Yet costume for the human portion of 
the restoration has seldom been accorded equal treatment. Period costume has in 
the past been treated as a frivolous concern, suffering from a real lack of serious 
research” (Severa, 1979, 71). The clothing of the interpreters is as significant to the 
educational message of the site as the furnishing of the house (Funk, 1990, 8). “A 
federal era card table replicated in plywood is inappropriate in an historic setting; 
so is a waistcoat of polyester” (Shaw, 1993, 127). “When interpreters are costumed 
in the clothing of another time, they are teaching the visitor about the time period 
before they say anything. Do not allow this silent communication to be misleading” 
(Funk, 1990, 12) as it leaves a lasting impression (Peterson, 2001, 102). One 
author called historic period clothing “the silent interpreter” (Combs, 1982, 1; 
Radcliffe, 1987). “If costuming cannot be done correctly it probably ought to be 
avoided and the money used for other elements of the interpretation” (Alderson 
and Payne Low, 1976, 35-36). •
The New York State Bureau of Historic Sites states that the creation and use of 
reproduction garments at state-owned historic sites should be undertaken with the 
same concern for accuracy as any other interpretive programme, exhibit or 
furnishing plan” (Campbell, 1995, 8). Laudable as this aim is, many historic site 
managers lack the resources to help them achieve it. “While museum trade 
publications discuss the interpretation of buildings and furniture, exhibitions and 
events, few guidelines exist for the interpretation of the clothing created and worn 
by museum staff” (McMahon, 1999, 5). Few historic site managers are dress or 
textiles historians. It is not surprising therefore that promotional literature from and 
about historic sites frequently touts the “authentic” historic dress worn by staffers, 
whether the clothes are well researched or not (McMahon, 1999, 5).
Impressions of period dress among non-experts may be erroneous owing to lack of 
familiarity with the evidence which survives (costumes and textiles are rarely seen 
by the general public [Hunnisett, 1996, 3]) or a lack of expertise in interpreting this 
evidence (for example, modern eyes have difficulty in associating bright colours 
and patterns with the 19th century because of orthochromatic film which blacks out
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red in photographs of the era [Shaw, 1988, 99]). However, it is costumes used in 
the entertainment media which exert an overwhelming influence on visitors' 
expectations (Shaw et al, 1998): “Popular imagery - from Hollywood, from BBC 
costume dramas, from books, etc - suggests that men and women in the past 
looked very different from that which the primary sources tell us” (Johnson, 
Malcolm-Davies and Mikhaela, 2000). The creation of the cowboy stereotype has 
been charted through 1880s and 1890s pulp literature, Buffalo Bill’s Wild West 
Show and early 20th century cinema. During the same era, dude ranches, which 
offered accommodation and participation in ranching activities to wealthy guests 
from the Eastern United States, encouraged a particular style of dress that became 
associated with the “myth of the west” (Wilson, 1996). “By 1939, the cowboy was, 
according to filmmakers, a man who rarely got close to a cow, exhibited strong 
individualism, and often resolved conflict by violent means” (Perry and Cullen, 
1982, 218). This mythical image of the cowboy has become “a true American 
character” for those who are not aware of its convoluted construction (Perry and 
Cullen, 1982, 220).
Since there are some noteworthy differences between the use of costume at 
historic sites and in the entertainment media, the latter is worthy of brief 
examination here. Costume design is acknowledged as a creative process 
(Rothenburg and Sobel, 1990). “Most designers have a recognisable style ... [and] 
are usually drawn from art colleges” (Hunnisett, 1988, 7). The designer embarks on 
an imaginative process, often immersing him/herself in material of the period in 
which the production is set but then “throw[s] the books away” (Stucky, 1992, 34). 
The designs so produced may have to be “reconcile[d] with the reality of the 
fashion plate” (Hunnisett, 1988, 9). A “theatrical” costume is an expansion of the 
performer’s self (amplifying, embellishing and drawing attention) to him or her 
(Hollander, 1978, 250). Costume design for the theatre recognised that “in order to 
keep their appeal, [costumes] needed a basic common ground with the audience ... 
when real people were shown inhabiting legendary or imaginary scenes, their 
clothes had to have some connection with the dress of the spectator” (Hollander, 
1978, 245). Costume design, under these circumstances, was influenced by 
current conceptions of appropriate and attractive dress. This prevailed over any 
sense of history, as did the actors who “demanded that costumes be personal 
clothing before anything else ... and beautiful to see according to the fashion”
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(Hollander, 1978, 245). Mrs Charles Keen appeared in The winter’s tale in 1853 in 
“absolutely authentic” Greek drapery - over a crinoline (Hollander, 1978, 245).
A watershed in theatre costume design occurred in 1823, when James Robinson 
Planché (an antiquarian and playwright) designed historical costumes for Charles 
Kemble's King John (Squire, 2000, 83-84). The costumes were given top billing. It 
was a huge success and made “historical authenticity” a fad. It was the time of 
Walter Scott’s novels and illustrated editions of Shakespeare, which reinforced 
notions of visual historical reality (and before the advent of art history and art 
criticism which encouraged a more formal examination of historical paintings). 
However, the public failed to see current fashion distorting the “absolutely correct” 
costumes promoted in the theatre programmes (Hollander, 1978, 291). The 
tradition continued in cinema (Bruzzi, 1997; Bell, 1976, plates 15-16): A film star in 
1953 appeared in “absolutely authentic” Greek drapery - with an uplift bra beneath 
(Hollander, 1978, 245).
“The public was trained to think of the whole past as spectacular and of all 
spectacle as authentic” (Hollander, 1978, 291). In the popular consciousness, there 
has been a “double historical-costume sense” - any real public knowledge of real 
historical dress has been invaded and corrupted by stage conventions of such long 
standing that they seem to have the sanction of real history (Hollander, 1978, 301- 
302). This is all too apparent in another tradition on which historic sites have also 
drawn - historical pageants or tableaux vivants celebrating notable events in 
history (Paxson Oberholtzer, 1910). The participants were usually members of the 
communities in which the pageants were held and they donned “fancy dress” for 
the occasion (Snow, 1993, 17). “Even when greater accuracy was aimed for, 
historical fancy dress always retained the unmistakable stamp of the date of its 
making and wearing” (Bennet and Stevenson, 1978).
A scathing observer reported “Eastern seaboard towns [in the United States] of 
colonial foundation have been invaded recently by a stylised ‘Pioneer Day’ 
costume donned by local residents on town anniversary celebrations ... local men 
vie in growing Civil War beards and show their interest in authentic historic 
costume by wearing string ties and little stiff-crowned hats ... The women compete 
with the men by wearing long dresses (from assorted historical periods) and
170
uniform flowered sunbonnets (strictly nontraditional for formal 19th century dress) 
...These stylised Western costumes have little or nothing to do with the Eastern 
areas, or they are anachronisms in terms of the colonial or early 19th century 
foundations of the towns involved” (Yoder, 1972, 313-314).
A third tradition with links to costumed interpretation is that of amateur historical 
reenactment. Hobbyists join organisations to take part in what has been described 
as “a unique form of serious leisure for adults” (Mittelstaedt, 1995, 23). Members 
wore their fair share of fancy dress in the early years of the reenactment movement 
(Poppy, 1997). But more recently, the words “accurate”, “authentic” and “correct” 
are frequently used to suggest the precision with which primary and secondary 
sources of information are used to produce costumes (Poppy, 1997, 102). 
Nevertheless, costume worn by members of reenactment societies spring from the 
personal choice of the wearers, rather than the management of the historic sites at 
which they stage their events. In this sense, they wear it as an expansion of 
themselves. This is demonstrated in part by adherence to fashion trends within the 
modern organisations: it is sometimes possible to date when a photograph of a 
reenactment was taken from the style of costume being worn (Poppy, 1997,102). 
The English Civil War Society (United Kingdom) had a penchant for early 17th 
century clothes during the 1980s; by the 1990s the favoured styles were those of 
the 1650s (Poppy, 1997, 102).
A study investigated how reenactment costume “allows the individual to express 
his or her creative imagination” and thereby communicate “the secret self” (Miller, 
1998, 37). This revealed that male reenactors wore costume because of their love 
for history and female reenactors saw it as an opportunity to assume another 
persona - both consistent with the notion of self-expression (Miller, 1998, 53-54). 
Costume as an “expansion of the self” does not preclude a commitment to accurate 
replication of historical dress; indeed, observers report “a fetishization”, an 
obsessive desire to achieve this among reenactors (Crang, 1996, 421; Turner, 
1990, 126-127). They often spend enormous sums of money on their costumes: a 
member of the English Civil War Society (United Kingdom) reported he had spent 
more than US$1,455 on his complete costume (Poppy, 1997, 103). American Civil 
War reenactors are reported to spend a minimum of US$850 (Hodges, 1995) or 
about US$1,100 on a basic infantry uniform (Lawliss, 1991; Crawford, 1999, 32).
171
Volunteers at Kentwell Hall in Suffolk (United Kingdom) spend between US$110 
and US$460 on materials for costumes each summer (Crang, 1996, 418).
Often, historic sites have inherited theatrical, fancy dress and/or reenactment 
approaches to costume: “Many ... have succumbed to the popular demand for the 
quaint touch of ‘pioneer’ styles and have allowed guides to wear any kind of old- 
fashioned appearing garb. Some have made attempts to create period dress and 
have not been wholly successful. The use of commercial patterns and theatrical 
reproductions has not been the answer” (Severa, 1979, 71). As a result, “a lot of the 
costuming one sees at historic sites is more quaint and queer than correct” 
(Alderson and Payne Low, 1976, 35). Nevertheless, the costumes may have 
elicited “compliments and admiring glances” which makes any upgrading project a 
diplomatic nightmare (Severa, 1979, 73).
Colonial Williamsburg in Virginia (United States) wanted to put its staff in costume 
in 1934/1935 but had to postpone its introduction because insufficiently accurate 
garments could be rented from theatrical costumiers. A seamstress was hired to 
make 12 gowns, each with what the curator specified as a “seven bar fence hoop 
which stands out straight from the waist and from which the skirt continues directly 
to the ground”. The emphasis was, from the first, on the accuracy of the garments, 
although notions of authentic appearance changed in the ensuing decades 
(Queen, 1995, 6). In 1959, Plimoth Plantation opened for its first full summer 
season. Guides and hostesses were available to answer questions. They were 
dressed in pilgrim costumes (figure 39 - page 173) - stereotypical polyester 
versions with starched white collars and cuffs and the historically incorrect but 
traditional buckled shoes and hats (Snow, 1993, 29-30). Nowadays, Plimoth 
Plantation’s interpreters must be able to wear a “17th century wardrobe made from 
linen and wool, including period footwear; [and] to work without eyeglasses”
(Plimoth Plantation, 1995).
One of the most important factors in a costumed interpretation programme is the 
personnel available to develop it (McMahon, 1999, 32). A theatre or television 
company’s wardrobe department offers a costume designer a range of support staff 
- from the wardrobe manager, his or her assistant/s, the maintenance staff, whose 
job it is to wash, iron, mend the clothes to the dressers, who help the actors prepare
Figure 39: Two eras of pilgrim costumes at Plimoth Plantation in 
Massachusetts, United States - 1950 and 1998 (top: Baker,
1997, centre inset; bottom: Plimoth Plantation calendar, 1998, 
September; both in McMahon, 1998, 168 & 166)
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for their performances. The designer may also call on the services of a pattern 
cutter and costume maker during the construction of a costume (Hunnisett, 1988,
8).
Most historic sites lack such a well-populated wardrobe department. Interpreters 
are expected to dress themselves and frequently maintain their own costumes. 
Three large United States sites are unusual: At “Plimoth, Williamsburg, and 
Sturbridge, costumes are produced by an in-house production staff with many 
levels of staff, managed by a single person” (McMahon, 1999, 18). Colonial 
Williamsburg in Virginia (United States) maintains an inventory of about 60,000 
separate articles to clothe 1,200 staff per season. These items are tracked using 
attached barcodes with a computer system, and a maintenance department at the 
costume design centre maintains all of the pieces. The staff swells to 27 to 30 
people during the summer season, in three main departments - men’s, women’s, 
children’s, and the maintenance division. This does not include work done by 
freelancers” (McMahon, 1999,18). At Skansen in Stockholm (Sweden), the 
dressmaker’s workshop and storerooms house 14,000 folk costumes (Biornstad, 
1992, 13). Parks Canada established a costume department in 1972 and a 
Costume and Textile Resource Group in 1979, which make costumes, maintain 
them and advise all the sites in its care on related issues (Blackstock, 1982, 10).
More typical is the experience of the costume manager for Van Cortland Manor, 
Phillipsburg Manor, and Sunnyside in New York (United States) from 1973 to 
1981, who was originally hired as a part-time employee but quickly discovered that 
her job took full-time hours, balanced between working in her studio at home, and 
visiting the three different sites. The costume manager at Hale Farm and Village in 
Ohio (United States), who is solely responsible for clothing the 27 costumed 
interpreters and 15 to 25 uniformed orientation staff, found that her position, 
nominally a full-time job, expands to fill all available time. She regularly logs 60- 
hour weeks, mostly in her workshop at the site (McMahon, 1999, 21).
At Hampton Court Palace in Surrey and the Tower of London (United Kingdom), 
the costumed employees make up a small part of the staff at these sites, and the 
design and construction work is contracted out to small firms which specialise in 
the management of costumed interpretation (McMahon, 1999, 22).
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Quarry Bank Mill, a National Trust property in Cheshire (United Kingdom), has 
interpreters, mostly retired people, who make their own costumes from simple 
directions from a staff member (McMahon, 1999, 22).
“In successful museum reproduction programmes the costume seamstress consults 
with the costume curator and conducts careful artefact research before a design is 
executed” (Frye, 1977, 42). The interpretive skills of both historian and tailor are 
crucial to quality Reproductions of historic clothing. However, there are no set paths 
to acquire both the research and the construction skills such a person needs 
(McMahon, 1999, 5). “Makers are able to train by taking a practical wardrobe 
course which will include making, cutting, and history of costume. Alternatively, 
they can take a light clothing course at a technical college, and so get a good 
grounding in sewing and flat pattern cutting” (Hunnisett, 1988, 7).
Costumiers working for historic sites range from those who arrive with no 
experience and learn on the job in the organisation's own workshop through 
dressmakers who have taken evening classes in specific skills such as pattern 
drafting and people with theatrical experience, to experts with postgraduate 
qualifications in design or formal apprenticeships in tailoring (McMahon, 1999, 23). 
Sites which lack such expertise on the staff hire freelance costumiers who may 
need considerable guidance from historians (Cardwell, 2000).
Whoever is responsible for developing the costumes, “the best tools are an 
incontrovertible study of what was worn during the time represented and a firm plan 
of how to provide reproductions of good quality that will be easy to maintain and 
becoming to the interpreters” (Severa, 1979, 73). This deft advice only hints at the 
challenges which face an historic site which embarks on a costumed interpretation 
project. There is an old saying that “the human person is composed of three parts, 
soul, body, and clothing” (James, 1890, 292). Costume is composed of three 
similar parts: research, execution and interpretation. If any one of these parts is 
missing, the outfit is not an adequate costume.
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Research
In the past, original garments were seen as legitimate sources of costume for 
interpreters: “The Historical Society of Wisconsin from time to time exhibits its large 
collection of clothing in this manner [on live models]. Since the society is situated 
on the campus of the University of Wisconsin, it can obtain young coeds with waists 
slender enough to wear the old costumes” (Alexander, 1968, 285-286). A 
publication from Castle Howard (United Kingdom) shows original costumes in wear 
(Howard, 1975) as do postcards on sale at the Museum of Welsh Life at St Ffagans 
(United Kingdom). A member of the Fort Henry Guard in Ontario (Canada) reacted 
to public criticism that their uniforms were inaccurate by protesting that they wore 
original tunics in 1951 (Fortier, 1982, 36; Tait, 1989b, 27).
This is now taboo (Blackstock, 1982; Cooper Cole, 1985; Sykas, 1987; Colsell, 
1993, 399): “Wearing historical costume collections should never be permitted. 
Such a practice ... is inconsistent with the purposes of the museum’s very existence 
... Every time a historical garment is worn, invisible - if not visible - damage occurs” 
(Frye, 1977, 42). This is easier to avoid when garments are recognisably old but at 
sites which interpret the 20th century, and in the case of ostensibly more robust 
accessories, it may not be obvious to all that such a practice is outlawed (Severa, 
1979,72).
With originals out of bounds, there is a need for reproduction garments. A checklist 
of issues to consider includes: identifying the purpose of putting the staff in costume 
(for example, to enliven an exhibit, illustrate a notable character or to promote the 
site); deciding whether the interpreters are in role or not; whether the interaction 
with visitors is structured (such as a tour or presentation) or casual; whether to use 
scripts or not. These issues will help clarify the costume’s purpose (Radcliffe, 1987, 
196 & 197). What they do not clarify is the interpretive function the costume will 
serve. A clear idea of who the costumed interpreter represents provides a 
framework against which decisions as to the colour, construction, fit, identification, 
integrity, look, materials, performance and style of the garments may be made 
(Nelson and Bowen, 2000, 87) or, more concisely, the line, proportion, form, 
surface design and fit (Marendy, 1993, 41).
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A study of 18th century American dress identified five groups of clothing which are 
broadly applicable to many societies: fashionable, professionally made dress of the 
wealthiest people; out-of-fashion finery, frequently secondhand; unfashionable 
apparel of middling quality fabrics, often amateur or homemade; well worn, ill-fitting 
secondhand garments of homemade type; and functional garb for labourers 
(Kidwell, 1976, 30). Identifying into which group the costume falls is a first step in 
deciding its details. Costumes for a team of interpreters gain most through contrast.
A tercentenary project at the Bank of England Museum in London (United 
Kingdom) presented a range of people whose divergent opinions on the founding 
of the bank in 1694 were introduced through their costumes (Malcolm-Davies,
1995, 29). However, many sites dress their interpreters in similar styles for practical 
purposes: “Too many historic sites find one good pattern and then costume all their 
interpreters the same way. The artefacts in collections do not show such 
homogeneity, nor do the data in inventories" (Funk, 1990, 15). A site included in a 
survey of costumed interpretation in Ontario (Canada) dressed all its interpreters as 
maids, sacrificing any useful comparisons that may be drawn between the dress of 
different ranks of society (Tait, 1989b, 63-66). At another, there was some concern 
about the costumes’ representative functions: did the interpreters represent the 
individuals who actually lived in the house or typify people of the period? (Tait, 
1989b, 71).
“Research is the foundation of any historical reconstruction and it is as necessary in 
the design of period garments as in the rebuilding of a period structure’’ (Ramsay, 
1972, 126; Tait, 1989b, 33). Thorough research is guided by reference to four main 
sources: extant garments in museum collections, which provide an archaeological 
record (Marendy, 1993, 41); written documentary sources of the period, including 
wardrobe warrants, wills and inventories, personal letters, descriptions and 
financial accounts) and other written sources, such as commentaries moral, 
satirical, social and economic, novels and plays (Blackstock, 1982; Severa, 1979 & 
1980); art works of the appropriate period (which include film and photography for 
recent eras); and research by reputable costume historians. However, accuracy is 
obfuscated by the limitations of these sources (Buck, 1976, 5; Arnold, 1973).
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The archaeological remains provide only a partial record of what was worn in the 
past (Tozer, 1986). Upper and middle class garments may prove misleading in 
their current condition: “Most surviving 18th century dresses, for example, were 
remade once or twice before 1800” (Lawrence and Cavallo, 1971, 22; Tait, 1989b, 
34). Working class garments, which have been subjected to a great deal of wear 
and tear, rarely survive, and, where they do, are in extremely poor condition (Worth, 
1998, 52; Frye, 1977, 40; Ramsay, 1972, 126). Middle and particularly upper-class 
clothing has been collected, partly because it has survived better than its lower- 
class counterpart, and for its aesthetic or rarity value (Kidwell, 1976, 29). As historic 
sites strive for a more inclusive approach to the past, and “minority groups search 
for their roots, garments that reflect their respective heritages will become as 
important as they are rare” (Frye, 1977, 40). Attempts to track down information on 
the clothing of slaves demonstrate the difficulties of producing appropriate 
reproductions (Hunt and Sibley, 1994; Hunt, 1994; Hunt, 1996).
Documentary evidence is riddled with bias: the dress of free women of colour in 
New Orleans, for example, is mostly described from the perspective of European 
males (Cocuzza, 2000, 78). What one observer regards as outlandish may be 
usual to another and documentary evidence is rarely provided by a trained eye. 
Most historical commentators are not garment makers or aware of how their own 
clothes are constructed, let alone those of the people upon whom they are 
commenting. This is a problem exacerbated by cultural and language differences 
since observers noting their comments are often visitors from other regions or 
countries (Johnson, 1999).
Art works provide only a partial record of period dress. Front views and profiles are 
relatively common but back views are hard to find and almost never appear in 
portraiture. Full-length portraits of the nobility do not appear before the early 16th 
century. This period also sees the spread of portraiture down the social scale, 
although representations of working class dress are rarely more than incidental 
(Ribeiro, 2000, 23). The fashions chosen for the subject to wear when posing are 
often unrepresentative of typical clothes of the era (Tarrant, 1995). Masquing 
costumes, exotic and military dress, armour, drapery and undress were all selected
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to reflect on the social standing or timeless glamour of the person depicted for 
posterity (Ribeiro, 2000, 13-16).
Secondary sources frequently disagree and note must be taken of the date of an 
author's work - cut and style that were confidently identified in the past have since 
been commented on with caveats as research has become more rigorous. 
Terminology in clothing has changed over the centuries laying traps for the unwary 
commentator (Arnold, 1973, 114); for example, the corset of the Middle Ages was 
not a boned support, nor was the “cotton” of the 16th century made of cotton. 
Secondary sources often include drawings from primary sources which betray the 
artist’s ignorance of construction techniques (Johnson, 1999). Careful cross- 
referencing of the four sources of information helps compensate for their limitations 
(Altman, 1993, 95).
Drawing on the notion that objects have a cultural biography (Kopytoff, 1986) and 
the interdisciplinary approach of ethnohistory, costumes for interpreters are 
developed through careful research into materials and processes, shapes, 
decorative motifs, status differentiation, religious expression, technology, trade, and 
continuity and change within a community at a particular place at a particular time 
(Pannabecker, 1990, 15). Considering costume from social, religious, economic, 
technological and historical perspectives (Pannabecker, 1990, 16) broadens its 
communicative power about the past (Jasper and Roach-Higgins, 1985). Thus, 
every detail of the costume has a story to tell. A costumed interpreter representing a 
“necessary woman” at Hampton Court Palace in Surrey (United Kingdom) circa 
1700, wears a printed cotton mantua because the trade in such textiles was a hot 
political issue at that time. A lady of the court is rich enough to buy the figured silks 
these goods seek to emulate, whereas a well-paid female servant is just the type of 
person who bought printed cottons (Johnson, 2001).
Such a progressive view of costume as an interpretive technique requires a careful 
reexamination of cliches. It is not necessarily the case that the lower classes envied 
the middling sort who themselves craved the trappings of the elite (as proposed in 
the “trickle-down” theory of fashion) or that dress is a form of competition in which 
the wearer seeks to elevate (usually) herself above her peers (as in Veblen’s 1899 
“conspicuous consumption” theory of fashion). These ideas have been supported
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without question by social (Perkin, 1968, 140), economic (McKendrick, Brewer and 
Plumb, 1983, 9-194) and dress historians (Buck, 1979, 210) resulting in an easy 
acceptance of “ancient prejudices ... as actual behaviour” (Vickery, 1993, 277).
A few studies of women as consumers have shown them to be more than 
stereotypical scapegoats for human vanity (Campbell, 1987; Weatherill, 1996). 
Costumes for interpreters tend to employ the same unquestioning interpretations of 
ubiquitous social climbing when a more thorough reading of documentary sources 
shows many to have been concerned to dress within their degrees and been 
happy with their wardrobes. Wanting the same consumer items as the neighbours 
need not be a competitive urge, since a shared material culture is a factor in social 
solidarity and cohesion (Vickery, 1993, 278). It has been argued that the primary 
information conveyed by goods is not status but character, especially in the 
construction of identity (Douglas and Isherwood, 1979).
Elizabeth Shackleton’s late 18th century papers demonstrate what has been 
described as “inconspicuous consumption”: best clothes (not necessarily newer or 
grander than her common or everyday clothes) were worn on special occasions. 
The best goods were items with a special personal connection to a family member, 
such as the pincushion made of cloth cut from an old coat of her son's, which she 
wore on his birthday with a “quite new purple cotton” gown, even though there 
were no visitors and even the birthday boy was away from home. “Best dress” in 
this context is part of an intimate family ritual for the mother (Vickery, 1993, 284). 
The same woman was able to exercise discrimination in her pursuit of fashion with 
help from her correspondents, such as cousin Bessy who attended public functions 
in London: durability, appropriateness for her modest height and the occasion, and 
decorum were criteria discussed in relation to new clothes rather than a slavish 
adherence to what was new at court or in town (Vickery, 1993, 291).
Men are frequently assumed to have been little interested in clothes unless 
professionally involved with the garment trade or seen as eccentrically concerned 
with dress. Recent research into diaries, account books and correspondence has 
revealed that clothing was far from frivolous for men: the letters of William Galley 
writes to his employee Richard Harvey in the 1640s frequently to ask for fabric, 
garments, accessories and makes detailed observations on the weaves, making
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and quality of the goods received. He and his son even buy clothes for their wives, 
with comment on the style and fit of the garments (Vincent, 1999, 202-203).
The relatively recent commitment to accurate representations of clothing at some 
sites has revealed that preconceived notions about dress cannot be sustained. A 
careful account of farm women’s dress in the United States from 1895 to 1905 
demonstrates that contrary to expectations, they were on an equal footing with their 
counterparts in the city (Payne, 1989, 149), a finding confirmed for young women 
only in another study using fashion magazines, trade catalogues, diaries, extant 
garments as complementary evidence (Severa, 1994, 20).
A thorough research project will capitalise on the subtleties of costume. There are 
peculiarities of place which add depth to interpretation, as with two British 
examples - ladies clip-clopping on pattens in Bath and Wigan women wearing 
trousers long before they were fashionable dress (Buck, 1976, 11). At any moment 
in history, the dress of a society is highly complex - in the division between the 
generations, sex, class, the difference between one city and another, between two 
streets in the same city, the suggestion of different ways of life (Buck, 1976, 5).
Older people preserve the styles and fashions of their youth, partly from 
conservatism and partly economy: even Mrs Papendiek, who was Assistant Keeper 
of the Wardrobe to Queen Charlotte of England had a puce satin gown made in 
1781 which she wore with many alterations and retrimmings until 1792 (Buck,
1976, 7). Thomas Wright (1867, 189) reveals that the London working man might 
wear three different types of dress: working dress; Sunday suits; and the Saturday 
evening suits of which there were two versions according to the age of the wearer 
(Buck, 1983, 93).
Research is usually undertaken to make specific costumes, according to a survey 
of historic sites in Ontario (Canada), and then ceases (Tait, 1989b, 49). However, 
three of the 23 survey sites reported costume research as an evolutionary process: 
“as more information and new ideas come to light, the costumes can gradually be 
improved” (Tait, 1989b, 49).
Having established what sort of clothes the past population of a place wore, the 
next decision is the level of “authenticity” for which to strive (McMahon, 1999, 32).
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Authenticity is a word much used in the discussion of costume. A study of 64 
comments made by 30 respondents involved in reproducing historic clothing 
revealed that “acceptable” costume did not necessarily mean accurate costume; 
acceptability varied with the occasion and individuals involved. The varying 
degrees of authenticity in reconstructed dress have been categorised as: 
participant audience/accurate dress; participant audience/inaccurate dress; public 
audience/inaccurate dress; public audience/dress of varying accuracy; and public 
audience/very accurate dress (Pedersen, 1995, 7). “Totally authentic” dress was 
considered critical when there is an audience which has paid and/or when the 
function is educational (Pedersen, 1995, 7). It is noteworthy, however, that what 
constitutes an accurate or authentic costume is not defined. One set of guidelines 
on creating reproductions for children's educational programmes demands 
accuracy in details such as fabric weight, fastenings etc (Arnold, 1973, 172). The 
more accurate a reproduction costume is, the more valuable it will be as an 
educational tool (Wright, 1977, 21).
One commentator contrasts “totally stylistic” costume with “historically accurate” 
costume (Radcliffe, 1987, 196). The former being inspired by historical sources 
rather than true to them in every detail. An early commentator thought “a 
suggestion of the period can usually be given by the guide’s collar, cuffs, apron, 
cap or other detail” (Coleman, 1933, 95; Tait, 1989b, 30). A stylised costume was 
produced for an interpreter who represented “an unidentified person depicted in a 
painting” for a project at the John and Mabel Ringling Museum of Art in Florida 
(United States) (Radcliffe, 1987, 196). Events run by English Heritage (United 
Kingdom) are divided into two groups - those offering “living history” for which a 
high degree of accuracy is required and “historical entertainment” for which it is not 
(Poppy, 1997, 103).
At Acton Scott in Shropshire (United Kingdom), “a conscious decision has been 
made not to develop costuming. Dairy maids at the museum wear clothes that 
invoke a period style rather than being authentic and for the most part clothing is of 
a practical nature. The ubiquitous blue of 20th century denim, however, is banned!” 
(Law, 1987, 3). For a presentation about peat bogs, the Boston Science Museum 
based an interpreter’s costume on a photograph of an Irish woman on a bog, 
recreating it as nearly as possible (Hughes, 1998, 113). Without recourse to
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documentary, archaeological and secondary sources, this is a simplistic approach 
to costume rather than a complex one. Such decisions require explanation, 
according to one commentator: “Visitors need to be informed when such 
discrepancies exist and possibly told why” (Radcliffe, 1987, 196).
In contrast, a handling exhibit which is subjected to close scrutiny “should be 
thorough in all respects, duplicating the original as closely as possible”; the piecing 
and construction must be accurate and ideally the garment should be made to fit 
someone in particular” (Shaw, 1993, 127). A theatrical approach to costume aims 
for effect at a distance rather than garments which will stand up to close scrutiny at 
close quarters - in this respect costume for interpreters requires the same attention 
to detail as that used in television (Poppy, 1997, 101).
At Lincoln Log Cabin in Illinois (United States), reproduction costumes are made to 
two different sets of criteria: one group is for the interpreters working on site with 
daily visitors; the other is for use in school programmes, in which the children wear 
the clothes. Even though the latter has a formal educational purpose, the need for 
clothes which will fit pupils of all shapes and sizes and facilitate quick changes 
demands a lower commitment to accuracy than the former, which are worn to 
reflect the personal style of individual people (Graf, 1993, 122).
Academics have turned their attention to devising “authenticity guidelines” which 
may be successfully used for any representational dress requirements ranging 
from creative interpretation to strict authenticity (Dowd and Voso Lab, 1994, 39). A 
survey of “living museums” in Canada in 1985 revealed that 81 per cent of sites 
were using “authentic” or “partly authentic” costume, although neither term was 
defined (Woods Gordon, 1985; Tait, 1989b). Compromises may be inevitable 
owing to who will be wearing the costume, under what circumstances and what 
resources are available including time, labour and materials (McMahon, 1999, 32).
A current issue in costume accuracy is sex discrimination. “Men should dress as 
men and women as women. This may seem obvious, but some sites dress women 
in men’s clothing if they are performing duties men performed originally” (Funk, 
1990, 9). The common sense approach stated here has undergone a revolution in 
Canada. Human rights legislation passed in 1982 requires employers to hire
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women if they are able and qualified for the work on offer. Sites where the historical 
population was male now employ women and dress them as men (Cariou, 1995,
9). At Old Fort Henry in Kingston (Ontario) and at Sainte-Marie among the Hurons 
in Midland (Ontario) respectively, women are dressed in the uniform of British 
soldiers circa 1867 and as “donnés”, lay men who worked in the Jesuit community 
of the 1640s. An unfortunate side-effect of this well-meaning legislation is that 
women’s history goes unreported. Notably, there are no men dressed as women.
Execution
Advice from various sources on the methods best employed in making costumes 
agrees on several fundamental points: “modern pattern and construction 
techniques are not acceptable” (Shaw, 1993, 128); attention to detail is crucial 
(Hunnisett, 1988, 10); foundation garments are essential for women in achieving 
an accurate period look (Sorge, 1995, 18; Sorge, 1998); and making the costume 
is not the end of the project - adequate maintenance is essential for the continued 
success of the costumes and wellbeing of staff (Radcliffe, 1987, 193), and 
subsequent research may reveal errors which require correction (Blackstock, 1984, 
40). Taking each of these issues in turn, there are many challenges but few 
solutions identified, save the provision of adequate funding, which is rarely 
forthcoming for costume in the heritage sector (Miller, 1997, 41)
There is a growing number of texts which reproduce details of cut and construction 
of dress with the express purpose of aiding their replication (Beaudoin-Ross and 
Blackstock, 1984). Some offer patterns taken from original garments or original 
patterns (Rhinehardt, 1962; Arnold,1964, 1966, 1985 & 1988; Waugh, 1954, 1964 
& 1968; Kidwell, 1979; Morton, 1981; Seligman, 1982 & 1983; Jay, 1983;
Arbuthnot, 1984; Trautman, 1987; Raine, 1989; Marendy, 1993); others take theatre 
and television designers’ work and demonstrate their inspiration from mostly 
pictorial primary sources, offering some guidance on foundation garments 
(Hunnisett, 1986, 1988, 1996).
The majority of these volumes deals with women’s dress rather than menswear. All 
refer the reader to primary sources as an essential adjunct to the patterns provided 
(Hunnisett, 1988, 9), in some cases going so far as to reprint extracts (Arnold, 1964;
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Waugh, 1968). Their treatment of the subject makes it clear that skilled costumiers 
are a prerequisite for creating costumes which replicate the pattern cutting, tailoring 
and sewing methods of centuries past.
The lack of published patterns and competent personnel is what frustrates many 
small historic sites which seek to clothe their staff well (Hack, 1987). Some sites 
exchange information with others but this does not seem to be a widespread 
practice (Tait, 1989b, 50).
It is possible to draft patterns from extant garments; the American Association for 
State and Local History produced a video offering step-by-step guidance for doing 
so from 19th century garments (Severa, 1979, 82). Many sites are able to do this 
from items in their own collections. Four of the 23 sites included in a study of 
Ontario’s costumed interpretation reported doing this (Tait, 1989b, 51). At 
Sovereign Hill at Ballarat (Australia), a collection was established for this purpose 
(Craik, 1998, 117). At a number of United States sites, including The Hermitage 
(Tennessee), Plimoth Plantation, Old Sturbridge Village (Massachusetts) and 
Colonial Williamsburg (Virginia), drafts taken from extant garments have been 
made into basic patterns (called slopers) for a range of body sizes (McMahon,
1999, 25). It is usual to produce a pattern for a modern woman’s size 12, which 
may be scaled up for sizes 14 and 16 or down for sizes 8 and 10 (Marendy, 1993, 
42).
A comparative study shows that the Price and Zamkoff (1974) system of grading is 
more appropriate than the Aldrich (1985) method because the former allows the 
ratio between the bust and waist measurements to be preserved (Marendy, 1993, 
44). A modern flat pattern may be made into a period pattern, or more preferably, a 
pattern may be made by draping a toile (figure 40 - page 187) on a dressmaker’s 
dummy or the person who will be wearing the costume (Hunnisett, 1988, 10). 
However, a comparative study of three methods showed that the most accurate 
reproductions are made with patterns taken from original garments (Marendy,
1988).
When it comes to cutting the cloth and assembling the final garment, “it is the small 
details that make a costume look right for a particular period” - the angle of the
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grain on the pattern pieces, the number of darts, the number of pieces of pattern, 
and the type and placing of the bodice fastening on women's dress (Hunnisett, 
1988, 10). Extant garments are an invaluable source of essential detail: “The torso 
portrayed in women's gowns of the period [18th century] was completed by sleeves 
that were set far back. Modern reproduction patterns fail to create this unfamiliar 
shape and thus fall short of duplicating the original” (Kidwell, 1976, 31). Similarly, 
gentlemen’s breeches were intended to fit so smoothly that they would not move on 
the leg when a man sat down. To allow movement, the legs were cut as branches 
of a wide “V” with an excess of material in the seat, which was not observable when 
the gentleman wore his coat (Kidwell, 1976, 33). The temptation to adapt historical 
shapes to accommodate modern bodies is difficult to avoid (Wright, 1977, 22; 
Blackstock, 1982,14): “All of the sites using drafts of period patterns to fit a specific 
individual said that armholes had to be cut larger and more forward to fit 20th 
century posture” (McMahon, 1999, 28).
Buttons and braids are an important part of the ensemble: for Elizabethan costume, 
these have “a specific hierarchy ... leather doublets tended to have metal buttons, 
whereas silk ones normally had wooden button bases covered with silk and metal 
threads” (Tiramani, 2000, 120). Decoration for 16th century costumes ranges from 
techniques easy to achieve, such as pinking and slashing, to embroideries and 
appliqués that are impossible to replicate because of their cost and time- 
consumption (Tiramani, 2000, 120). Even the ubiquitous apron must be subject to 
rigorous research to ensure it is right for the person, place and era (Lucas, 1992).
“Fabric can generate a great deal of controversy. Should the site approve a gown 
that is made of all-natural fibres as it would have been in the 18th century if the 
colour, weave or design is not representative of the 18th century? Or is it better to 
include cloth with man-made fibres for the sake of attaining the correct colour, 
weave, or design?” (Funk, 1990, 14). Fabrics are often analysed with reference to a 
thread count (the number of threads to the inch/centimetre) and gauge of the yarn; 
costumes for two Bronze Age interpreters were made with references to these 
criteria in archaeological finds for a project at Sheffield Museum (United Kingdom) 
in 1995 (Price, 1996, 139).
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The choice between natural fibre fabrics and wash-and-wear blends is largely one 
of care. The former will fade as the originals did and be cooler in warm weather but 
demand much greater attention and time for washing and ironing (Severa, 1979, 
78). Parks Canada has discovered that blends with more than 50 per cent synthetic 
fibre do not prove as durable as all natural fabrics (Blackstock, 1982, 15). In other 
customer service roles, synthetic materials convey lower class, which has an effect 
on customers’ actions and expectations of the staff member (Rafaeli, 175-211; 
Fussell, 1983; Molloy, 1975). Uniformed staff frequently ask for natural fibre clothes 
until they are required to care for them (Nelson and Bowen, 2000, 87).
A great many natural fibre fabrics are faithful to historical prints and weaves but 
machine-made. Hand-woven fabrics are preferable but they are several times more 
costly. Parks Canada sometimes goes to the expense of commissioning them for its 
interpreters (Blackstock, 1982, 15). Some materials are simply not available today 
as they were in the past (Johnson, 1999). The complexity of the tasks required in 
recreating historical fabrics is overwhelming and few sites contemplate it, except for 
demonstration purposes as has been attempted at Conner Prairie in Indiana 
(United States). Processes, tools, skills and raw materials were identified and 
replicated as far as possible but the results were disappointing (Willoughby and 
Penwell, 1985).
An exception to the usual “theatricality” of historic costume in the theatre is that 
used at Shakespeare’s Globe in London (United Kingdom), where research has 
shown that actors at the turn of the 16th and 17th centuries wore contemporary 
dress (Tiramani, 2000,118). The cut, uncut and voided velvets that are so much in 
evidence in original garments are made today but so expensive that they are even 
beyond the reach of the Globe’s budget (Tiramani, 2000, 120). Despite the growth 
in firms offering reproduction resources and the pool of people doing research 
“fabric choices frequently have to be made due to lack of availability of the right 
thing, whether it was silk brocades or cotton dress prints” (McMahon, 1999, 28).
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At Hampton Court Palace in Surrey (United Kingdom), materials are chosen with 
some regard to current ethical opinion. Whalebone is not used for stay boning 
because of the worldwide ban on whaling. However, fur is used to trim costumes 
where appropriate because secondhand fur is easily obtainable from charity 
shops, and fake fur looks too artificial to be an acceptable substitute (Johnson, 
1999).
The likely source of garments in the past is important to how new they should look 
when reproduced. Frequently, garments were obtained secondhand. “It was usual 
for a personal maid to receive her mistress' clothing as a bequest” as does Pamela 
in Richardson’s novel (1740). Lady Mary Wortley Montagu left her maid “all my 
wearing apparel... and all my linen either for the bed, table or my person” in 1673 
(Buck, 1992, 22). In the early 20th century, Edith Wharten likewise left 45 dresses to 
her maid (Chrisman, 1998, 19). A maid might also receive discarded garments 
when her mistress was feeling bountiful, fond or grateful and these served as 
“currency” in the mistress/servant relationship (Vickery, 1993, 283-284). Items may 
have come to the wearer as gifts from relations or friends, often of their own 
manufacture (Vickery, 1993, 287). Clothing in Elizabeth Shackleton’s household 
(1751 to 1781) was “mended, made over, retrimmed, redyed, converted into 
household items or cast off to servants” although these had an attractive resale 
value and may have been sooner sold than worn by the recipient (Vickery, 1993, 
282 & 284). The cultural biography of a garment may include a number of journeys 
from one wardrobe to another and these can be reflected in its finish.
Hand sewing is a detail of construction which is constantly debated. In a study of 
costume workshops at historic sites, the costume manager at Plimoth Plantation in 
Massachusetts (United States) was the only clothier “who really had the time to do 
extensive hand construction and finishing. The attention to detail provided for by 
the scale of operations at Plimoth does allow for concentration on hand finishing 
and other such details, despite the fact that the staff is much smaller at this 
workshop. Both this extreme concern for detail, and the support it implies from the 
site management are unique among the American sites from which information 
was gathered” (McMahon, 1999, 21). “Demanding that costumes be completely 
hand-sewn increases the expense many times ... Topstitching and buttonholes are 
readily visible, but other stitching is not. Therefore, it is worth the time and expense
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to topstitch by hand, but seams, darts, and other things can be machine sewn" 
(Funk, 1990, 14). Hand sewing is only justified if the garment or seam is to be seen 
close up and/or handled (Shaw, 1993, 127; Combs, 1982, 1). If people will not see 
the stitching, there is no good justification for spending the extra money on hand 
sewing (Blackstock, 1982, 14). At some sites, respect for the interpreters suggests 
that “visitors should not feel free to make the kind of close inspection necessary to 
ascertain whether seams are hand or machine sewn, nor should supervisors make 
interpreters feel that they are obligated to allow such close inspections” (Funk,
1990, 14). Another reason why hand sewing is not absolutely necessary, according 
to some commentators, is that the quality of modern hand-sewing done by people 
who seldom hand sew will inevitably be different than that of the practised 18th 
century dressmaker” (Funk, 1990, 14).
Hairstyles and headgear are another bone of contention. St Paul proclaimed that 
women's hair should be covered (1 Corinthians, chapter 11, verse 6) and this had 
a profound effect on women’s head wear in Christian communities through the 
centuries. Some sites do not include head coverings in their costumes, others fail 
to research them in sufficient detail: primary sources in some American colonial 
communities suggest that caps were not ubiquitous (Mullian, 1998, 167; Johnson, 
1996). Common errors in costume programmes are wearing 18th century caps with 
19th century dress (Severa, 1979, 3; Radcliffe, 1987, 196). Unbound hair was 
acceptable for unmarried girls but signified a lack of discipline or dangerous intent 
in others; and many societies interpret long hair as the badge of an outsider who is 
beyond social control (Hallpike, 1969). Hair was a tool of seduction for some and a 
source of power for others; witches untied their hair to cast spells (Walker, 1988; 
Lord, 1994, 77). Some Puritan sects had (and in some cases, still have) precise 
etiquette about the way a woman’s hair is covered: the Moravians appointed 
deaconesses who invested members with cap ribbons of red, light red, pink, blue 
or white, according to their age and marital status (Yoder, 1972, 309).
At Plimoth Plantation in Massachusetts (United States), “there is a lot of [male] hair 
in evidence” but “a thorough and extensive monograph on 17th century hairstyles 
has been prepared by staff researcher to support the presence ... of these styles” 
(Deetz, 1991, 16). In terms of costumes’ faithfulness to historical sources,
“hairstyles are often the greatest giveaway” (Poppy, 1997, 102). Women who are
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used to having their hair styled or short-cropped “appear awkward” in costume; 
“long hanging locks are even worse”; a period dress can be ruined by a 
fashionable haircut (Severa, 1979, 80; CEI, 1987, 7). Purists advocate teaching 
staff how to dress their hair appropriately, buying wigs or hairpieces or providing 
caps to avoid these problems. However, not all sites agree that staff should be 
expected to spoil their recently and expensively set hair (Cardwell, 2000).
There are situations in which appropriate makeup and jewellery may be worn 
(Angeloglou, 1970) but many sites feel it is safer to ban both: “Modern 
wristwatches, makeup, nail polish, and jewellery should be eliminated” (Severa, 
1979, 80; Alderson and Payne Low, 1976, 35-36; Dillon, 1996, 92). There may be a 
price to pay for this draconian measure since women tend to feel more self- 
confident and sociable and have less anxiety if they wear makeup according to one 
study (Cash and Cash, 1982).
Another detail of costume which is hotly debated is the provision of foundation 
garments for women. Foundation garments (a pair of bodies, stays, corset or girdle) 
serve as examples of the barriers encountered in achieving an acceptable look for 
staff wearing costume. They are by no means the only clothes to cause difficulties - 
some of the arguments summarised here might easily be applied to other items of 
dress such as thick, fitted woollen coats, period shoes, tight sleeves, stiffened 
petticoats, precarious or unflattering hats (Gould, 1975, 11). However, there is more 
discussion of corsets in the relevant literature than of any other garment. The corset 
(using one term to stand for all foundation garments) is a much-debated item of 
dress, even in historical documents. It is variously described as a mutilation, 
undergone for the purpose of lowering the subject's vitality and rendering her 
permanently and obviously unfit for work (Veblen, [1899] 1994, 106) or, as 
Christian Dior claimed, an essential undergarment for elegant dress (Ewing, 1978, 
11).
Arguments raged for and against the corset in the 19th century. A “hygienic” corset 
won a medal at the Great Exhibition of 1851 in London (United Kingdom). Its 
creator claimed a corset was “absolutely indispensable when properly 
constructed”, while others called stays the greatest folly of civilised life. The medical 
profession was split between the benefits of support (both physical and moral) and
the resultant diseases and disfigurements (Werner, 1998, 93-95). It has generally 
been asserted in histories of costume (although not supported by evidence) that 
women (and sometimes men) endured pain, discomfort and inconvenience to 
maintain an up-to-date body shape. However, no skeletal record has yet been 
discovered where the actual rib cage has been deformed by corsetry (Werner,
1998, 95 & 98). Medical critics of corsets in the early 20th century did not 
substantiate their claims with examples of debility, breathlessness, fainting or 
stillbirths (Stewart and Janovicek, 2001, 175; Steele, 1996, 58 & 60). And yet, the 
same objections to corsets still rage in relation to reproduction clothing for 
interpreters at historic sites.
Surprisingly, one of the most draconian of commentators on period costume at 
historic sites fights shy here: “We can hardly expect our guides to wear corsets” and 
advocates clever cutting and careful fitting to “approach the period look and 
proportions” (Severa, 1979, 78). The shortcomings of such a solution are all too 
apparent in an accompanying illustration (figure 41 - page 193). Those who have 
studied historic dress stress that the final form of an outfit depends not only on cut 
and construction of the main garments but also on supporting garments and 
structures (Buck, 1976, 6).
“It is extremely difficult to achieve an authentic female silhouette without proper 
underpinning” (Sorge, 1995, 18). However, there is considerable resistance to 
wearing corsets, which focuses on fears about comfort, health and even safety 
(Smith, 1980, 33). The state of Virginia (United States) still has an early 20th- 
century law on the books forbidding employers to require a woman to wear a corset 
(McMahon, 1999, 37). “Since there are no underwear police who go around 
checking for corsets, many interpreters think that no one will notice if they leave off 
the period underlayers” (Campbell, 1995, 5).
A similar problem is reported by a theatre costumier, who says actresses will leave 
off their corsets if they think there is no one to check (Hunnisett, 1986, 19). Parks 
Canada does not expect its staff to wear corsets, using padding, design lines and 
minimum ease in the seams to approximate the body shape required (Blackstock, 
1982).
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Figure 41: The shortcomings of clever cutting and careful fitting 
instead of a corset (Severa, 1979, 75)
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It is possible to build stays for modern women (using patterns from extant garments 
for guidance) by designing and fitting them to each individual (Sorge, 1995, 18). 
“Stays and corsets ... are not as uncomfortable as they look” (Roth, 1998, 48), 
particularly if they are fitted properly (figure 42 - page 195). A detailed study of 
bespoke corsets made especially for interpreters working at an historic site in Iowa 
(United States), who did not normally wear them, showed that lung capacity was 
reduced by an average of only 8.3 per cent and that women with more adipose 
tissue (a waist measurement higher than the study average of 32.5 inches) could 
tolerate three-inches of tight lacing with a greater degree of comfort than those with 
smaller waists. None of the subjects experienced any acute symptoms and were 
able to carry out normal duties (including farm work, gardening and canning 
tomatoes) with only slight adjustments. The subjects reported their comfort levels 
throughout the working day, which revealed that mild discomfort set in after a 
midday meal, and again at mid-afternoon, which continued as the end of the 
working day of 8 hours and 20 minutes approached (Gau, 1999).
As a result of this study, recommendations for interpreters wearing corsets include: 
lacing should reduce no more than 10 per cent of the normal waist measurement 
and that trunk-strengthening exercises (for 30 minutes four days a week) be 
undertaken. The study highlighted possible sources of discomfort such as muscle 
atrophy in long-term corset wearers and reduction in blood flow to skin and tissue 
under the ribs, where corset pressure is at its greatest. An interesting aspect of the 
study was the way in which the subjects regained their normal lung capacity 
immediately after their corsets were removed: the small-waisted women regaining 
all of it and the large-waisted women regaining 95 per cent (Gau, 1999).
“It is hard to convince people today that corsets were worn or that bodices were 
often very short-waisted ...Corseting reduced the rib cage by five to seven inches 
[in the 19th century]” (Severa, 1979, 78). However, some compromises must be 
permitted on the grounds of comfort: “It is wrong to request the interpreter to do 
something which causes pain or damage ... a relatively easy answer is available. 
Stays should be boned with a safe, semi-flexible material such as plastic boning. 
[This] does not threaten to snap and puncture the wearer as other materials might. 
Also, interpreters should not lace their stays uncomfortably tightly. Loosely tied 
stays will still give the proper silhouette” (Funk, 1990, 12).
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Figure 42: A corset fitting at Plimoth Plantation, Massachusetts, 
United States (Roth, 1998, 48)
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The efficiency with which people work has been linked to the comfort of their 
clothes, although few experiments have proved this relationship. It is difficult to 
measure comfort even though physiological effects can be observed. “Footwear 
comprises its own set of functional challenges, in particular to ensure that shoes 
are comfortable for the entire time an employee is standing during a shift” (Nelson 
and Bowen, 2000, 88). A scratchy fabric, an ill-fitting garment, a loose shoe are 
highly likely to make the wearer ill-tempered, less efficient and reluctant to do 
anything which exacerbates the discomfort. However, a highly motivated worker 
may overcome all these problems and perform well. Under test conditions with 
added stress and fatigue, subjects will often perform better than under normal 
conditions (Dearborn, 1918, 68; Ryan, 1965, 130).
It is easier to obtain adherence to a rigidly prescribed costume format with 
employed staff than with volunteers, whose enthusiasm and continued cooperation 
may demand compromise (Radcliffe, 1987, 196). Volunteers frequently complain 
that their costumes are hot, not stylish or not to their liking (Graf, 1993,121). Even 
at the turn of the 20th century, historical pageant organisers understood the 
difficulties of persuading all their costumed volunteers to remain properly clad at all 
times: “Many will refuse to wear their wigs, with the excuse that they are hot and 
uncomfortable” (Paxson Oberholtzer, 1910, 426).
The number of garments worn in the past was partly to demonstrate status (as 
discussed in the previous chapter) but there was a second imperative to wear 
many clothes. The ancients and subsequent generations subscribed to a notion 
that the body was governed by humours and that the skin must be encouraged to 
breathe them out by keeping it warm (Renbourn, 1971, 1-2). Wool was regarded as 
a particularly healthy fibre in this regard (Renbourn, 1971, 2). Most costumes 
require interpreters to wear more clothes (frequently made of woollen cloth) than 
they would in modern dress. Nowadays, there is no stigma to the removal of outer 
layers of clothing in most settings (although businessmen and women may hesitate 
to remove their jackets in very formal meetings). For this reason, it is hard to 
persuade staff that people did not remove their clothes so casually in the past. As 
early as the 13th century, rules for the Poor Glares dictated not only their garments 
but which might be removed when it “seems proper to the abbess, due to great 
heat, or any other reason for which it would be oppressive” (Saivi, 1954, 84-85).
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There are now international standards for the assessment of risk of thermal strain 
on clothed workers in hot, moderate and cold environments (Parsons, 1999). Even 
though costumed interpretation may not be the target of these standards, some 
consideration of how to deal with temperature fluctuations is necessary and the 
international standards may provide guidance. There are three elements in a 
clothing system: the material properties, the clothing design, and the mind and 
body of the wearer (Fourt and Hollies, 1970, 1). Clothing comfort is a mental rather 
than a physical condition (Hollander, 1978, 339). If the site management 
demonstrates concern by making appropriate arrangements, the interpreters are 
more likely to be compliant. Two changes of clothes may be advisable - one for hot 
and one for cooler weather (Severa, 1979, 78). Body movement and how the 
clothing is closed up or left open and loose have particularly important roles in the 
regulation of body heat (Fourt and Hollies,1970, 31). Contrary to expectation, tight 
clothing allows heat to escape from the body more efficiently than loose clothing 
which traps insulating air: “Tight-fitting outer garments decrease skin ventilation 
and, by reducing the thickness of the air layers between garments, will minimise 
the total thermal insulation of the clothing system” (Renbourn, 1971, 17). The 
comfort of a suit of clothes is a product of all its contiguous elements: “the 
properties of a sock or stocking are modified by shoes or boots; those of 
underclothes are modified by the outer garments” (Renbourn, 1971, 9). For this 
reason, simple solutions may be possible for problems of temperature control: 
“Knee socks are cooler during hot weather. In cold weather, long opaque stockings 
add insulation” (Severa, 1979, 80).
“Thermal regulation depends on the maintenance of a balance between heat 
production and heat loss” (Bazett, 1949, 109) in which fluids play at active part. “A 
resting [wo/]man who is acclimatised to a hot climate will maintain water balance 
accurately by drinking enough water to keep his[/her] thirst satisfied and because of 
this the water content of the body is remarkably constant” (Robinson, 1949, 217). If 
people are not sufficiently acclimatised to working in a hot environment, their thirst 
may not cause them to replace what they sweat by drinking water. This is due to the 
difference in levels of salt excreted in sweat - the acclimatised person is thirstier 
than the unacclimatised person (Dill, 1938).
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Temperature control is not the only consideration in the health and safety of the 
work force. The hazards presented by full sleeves, high heels, trailing trains and . 
cumbersome garments are obvious, especially in historic sites where uneven 
ground, worn stairs and movable floor coverings are all too common. Interpreters 
tending fires “should wear tightly woven garments of wool or linen. Synthetic 
fabrics are prohibited ... because they are likely to flare up or burn vigorously. 
Synthetics stick to the skin as they melt, which can leave deep scars” (Chapman, 
2000, 122). In the United Kingdom, employers must undertake assessment of risks, 
reduce hazards through implementation of safe systems of work, and then, if 
necessary, provide “personal protective equipment” as a last resort (Tolley’s, 1999, 
P30/1-P30/19). Such procedures may avoid the need for unsympathetic safety 
wear for workers tending a fire, working with potentially dangerous equipment or 
looking after livestock. Other health and safety regulations require steel-toed boots 
or protective eyewear (Blackstock, 1982, 16; Kelleher, 1994, 124). At the Fort at No 
4 in New Hampshire (United States), a swordplay demonstration is presented in 
costume but “some modern equipment must be worn to protect the participants” 
(Siege o f ‘47, 1997,4).
“Attempts to bring in a greater degree of historical accuracy [in amateur 
reenactments] have sometimes raised problems ... Some sponsors have tried to 
ban spectacles ... leading to arguments on two fronts, first at what period spectacles 
can be worn, and second, the safety aspect, with society explosives officers stating 
that musketeers and gunners who habitually wear glasses should not be allowed 
to use a weapon if they are not wearing glasses” (Poppy, 1997, 103). There is a 
risk of eye strain if interpreters are required to do close work for demonstration 
purposes (figure 43 - page 199). If eyeglasses are worn, the style should be 
modest and inconspicuous” (Severa, 1979, 80). “Granny glasses” are a possibility 
but only after the 1880s for women in public (Severa, 1979, 80). There is 
considerable debate about the acceptability of spectacles in public in the past and 
therefore the accuracy of appearing other than in one's own home wearing them; 
and the appropriate style if reproductions are worn (Stone, 1996, 109-110; Corson, 
1980; Davidson, 1989). Seven of the 23 sites in the Onario (Canada) survey were 
willing to compensate interpreters for buying wire-framed glasses (Tait, 1989b, 54). 
Contact lenses are another solution which is encouraged at Parks Canada 
(Blackstock, 1982, 16).
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Another health and safety issue is the risk of infections from shared costumes. 
Some states in the United States have regulations prohibiting the sharing or re-use 
of accessories such as hats and shoes (Blackstock, 1982, 16). Clothing touching 
the skin takes up sebaceous material and sweat with micro-organisms such as 
fungi (which is taken up by wool more easily than other fibres) which is not easily 
destroyed in the normal laundry processes. Thus, acne, boils and tinea infections 
may be reintroduced from unsterilised underclothes and hosiery. Organisms of the 
coliform and staphylococcus infect the lower underclothes and trousers at the 
crotch (Renbourn, 1972, 425). Dermatitis to skin disorders often characterised by 
inflammation. Fabrics may produce dermatitis in a variety of ways: over warmth 
may encourage the growth of fungal organisms; chemical agents may leach out 
from the surface of yarns or the interiors of fibres; coarse-haired material may act as 
a mechanical provacateur. In general, untreated natural fabric is inert next to the 
skin, except in the case of wool. But most natural fibres used in fabrics contain a 
large number of chemical agents such as mordants, dyes, gums, resins and 
finishes such as organic formaldehyde (Renbourn, 1972, 423).
Ways to avoid dermatitis include the use of thin, light-weight, easily washable 
garments next to the skin; for those who sweat easily, the skin should be powdered 
before clothing is worn; and for those with sensitive skin lighter-coloured clothes 
are less likely to cause irritation than ones using darker dyes, as these are more 
likely to cause trouble. Well-washed materials are safer than those which are brand 
hew, which still retain their finishes. Shoe dermatitis is exaggerated with high heels 
because the overworked toe area is warmer and damper than it would be in lower 
heels (Renbourn, 1972, 429). “Aniline dyes are readily absorbed through the skin 
and even if non-toxic produce a peculiar cyanosis of the skin and mucus 
membranes due to the formation of stable methaemoglobin in the red corpuscles of 
the blood” (Renbourn, 1972, 422).
A separate chemise can be washed more frequently than linen which is attached to 
the main garments. This keeps the linen looking fresh and the costume off the 
body. In this way, the inside of the outer layers will stay cleaner over time 
(Hunnisett, 1996, 7). Underwear at Shakespeare’s Globe in London (United 
Kingdom) comprises long linen shirts or smocks. There are drawers for men if they 
want them although some opt for the historical practice of tucking their shirt tails
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between their legs. Cut and sewn linen hose complete the layer of easily 
laundered underclothing. Linen is a good sweat absorber and helps to protect the 
precious outer garments which have to be cleaned with brushes and powders 
(Tiramani, 2000, 121).
Not only is the cleanliness of costume an important issue for staff management, it is 
also an important aspect of their interpretation. Cleanliness was next to godliness 
and was equated with respectability in the past (Worth, 1998, 61). One compromise 
regarding costume at Plimoth Plantation in Massachusetts (United States) “is that 
they appear each morning in clean clothes” even though “they go away at night 
fairly dirty, having scoured pots, dug in gardens and prepared meals” (Deetz, 1991,
16). While some costumes may show signs of wear (with dirt, fading, patches and 
fraying), care must be taken that these appear only on the clothes of people for 
whom it is appropriate. “An item of best dress should be brushed and clean”
(Shaw, 1993, 127). Even laundering clothes presents hazards. The chemicals 
used in dry cleaning such as trichlorethylene are dangerous when inhaled or in 
contact with the skin. For this reason “whenever the clothes are dry cleaned, they 
should be thoroughly aired before being worn” (Renbourn, 1972, 422).
An efficient costume maintenance team will add to the quality of the costume stock. 
“Thorough cleaning and safe storage during the off-season will add life to the 
garments” (Severa, 1979, 80). There is considerable difficulty in coordinating and 
maintaining a period dress programme and there is a strong possibility that 
costumes will end up looking drab and lifeless through waning enthusiasm 
(Radcliffe, 1987, 193). The site personnel who accept the challenge of historic 
costuming must have current knowledge of reproduction companies, pattern 
publications, the cloth market, and current and past research in the field (Funk,
1990, 13). Maintenance staff do not need any formal training, but they do need to 
be resourceful and hardworking (Hunnisett, 1988, 7). One of the challenges that 
contributes to this is the burden of making new costumes owing to staff turnover 
(Radcliffe, 1987, 193). At Parks Canada, the difficulty of making many costumes in 
readiness for the beginning of the summer season has been combatted by 
planning a stock of costumes in standard sizes during the winter. Alterations are 
scheduled as the interpreters are hired (Blackstock, 1982, 11).
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Site managers often want one set of garments to fit an ever changing array of 
seasonal interpreters. It is often difficult to explain to them that before the 20th 
century, clothing was made or altered to fit one individual (Campbell, 1995, 8). “The 
sites that had freelancers making garments for a general dress size had chosen to 
ignore correct fit in favour of the more cost effective ‘interchangeable’ garment” 
(McMahon, 1999, 28). If this is absolutely necessary, costumes may have to be 
stored as guides of different shapes and sizes come and go, [and] seams should 
be left very wide (Severa, 1979, 80). “No interchange or bank of costumes works as 
well as giving each person [his/jher own special wardrobe to wear and care for” 
(Severa, 1979, 80). A pool of garments mitigates against staff feeling well-dressed. 
However, a team of costume curators created a set of accurate 19th century 
garments and were pleasantly surprised to discover that although they were made 
for one person, they actually fitted three others (Campbell, 1995, 8).
Since female employees are wont to have children and progressive employment 
legislation demands that they remain in their jobs, historic sites often have to 
produce maternity costumes. There are studies of extant garments available for 
later eras (Baumgarten, 1996, 16) and for the earlier centuries patterns for loose­
bodied gowns have been taken (Arnold, 1985). In some cases, more imaginative 
solutions are necessary (Danischewski, 1995). Similarly, interpreters who through 
illness, diet or exercise regimes change their shapes drastically, must have 
something to wear. The popularity of weight training has made this more common 
(Hunnisett, 1996, 27). Long-serving interpreters will wear costumes out and need 
new ones (Funk, 1990, 13; Tait, 1989b, 37).
A register or inventory of garments is highly recommended (Funk, 1990, 17), 
especially if they are to be issued to volunteers as they can represent a costly loss 
when they disappear (Graf, 1993, 123). “Garments should be signed out for a 
specified period and ‘checked out’ on an appropriate form recording the deposit 
[paid by the volunteer]”; such documentation facilitates billing and court 
proceedings, if necessary (Graf, 1993, 123). Another recommendation is that all 
reproduction garments should be permanently marked as such and include one 
unseen but obviously anachronistic construction feature such as a hidden machine 
sewn seam with polyester thread (Shaw, 1993, 126).
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Not all maintenance issues are to do with repair, laundry and storage. “Someone in 
authority should check each guide each day of duty in order to eliminate small 
anachronisms that might be noticed by visitors” (Severa, 1979, 80). One way of 
helping enforce high costume standards is to issue regulations to the interpreters. 
“All English Heritage events now adhere to a set of guidelines ... for example, 
correct clothing and equipment, particularly footwear, materials and weapons, if 
used; as well as no obvious anachronisms such as spectacles, smoking, watches, 
makeup or cameras” (Hicks, 1994, 74).
Policy decisions on levels of accuracy are communicated to site personnel with 
varying degrees of efficiency (Evans, 1991, 145). Aside from the potential 
misunderstandings among managers, the front-of-house staff wearing the 
costumes may be volunteers (amateur reenactors who belong to a group outwith 
the historic site and have their own costumes or docents who give their time in 
costume to the site exclusively and are provided with costumes) or professionals 
(paid for their work, which is part-time, full-time, seasonal or temporary, and who 
likewise may provide their own costumes or have them provided by the site). Many 
sites use a team of interpreters with individuals from each of these categories, thus 
blurring the boundaries between who is responsible for wearing what and how. To 
avoid the charge that “generally the costumes are indifferently researched, 
carelessly made and poorly worn” (Fortier, 1976, 1; Tait, 1989b, 31), there is a 
need for some form of control. At Soverign Hill in Victoria (Australia), the 
appointment of a curator of costume and the accumulation of ten years' research 
provided a quatum leap forward in costume accuracy (Evans, 1991, 148).
“The initial determination to provide costume of high calibre must come from the 
top, mainly because of the considerable money involved, but also for the ... 
enforcement in the programme - for which training and involvement are more 
acceptable terms” (Severa, 1979, 73). At many sites, a costume committee is the 
preferred method for imposing quality control on costumes: “Sites using historic 
costuming must develop a system for enforcing costume standards ... in large 
organisations, textiles curators and costuming directors were available for historic 
costuming committees. Small sites may have less specialised personnel on their 
committees. In any site, an interpreter should be included on the committee to 
remind the committee of the concerns of those wearing the costumes” (Funk, 1990,
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17). Projects such as the Kentwell Hall Tudor events in Suffolk (United Kingdom) 
issue costume notes for volunteer participants: “25 pages for humble figures, more 
for gentry characters, and another 15 pages on shoes” (Crang, 1996, 418).
“Paid staff can be obliged to wear a particular costume but it may not be possible to 
demand a suitable hairstyle, or insist on clean-shaven men or metal-rim spectacles 
only” (Smith, 1980, 33). The costume committee at Lincoln Log Cabin in Illinois 
(United States) determines the basic clothing required by an interpreter; this 
defines the minimum for a complete costume - any less is incomplete and 
unacceptable. When an interpreter’s ensemble is approved by the costume 
committee, a photograph is attached to his or her work record (Graf, 1993, 122).
At Old Salem in North Carolina (United States), the first costumed staff, introduced 
in 1966, took pride in their clothing but complained about some of the regulations. 
By 1984, extensive research revealed how inappropriate the costumes were for the 
era being interpreted. The interpreters voted as to whether they preferred a 
uniform, their own clothes, or more accurate costumes - the vast majority opted for 
the last. Nevertheless, there were problems with adherence to the costume 
regulations. Flagrant abuses were common despite the threat of dismissal because 
no one was actually let go. The interpreters undertook their own review of the 
regulations and devised the enforcement policy in 1988. After some refinements 
over the first year, the policy was finalised: if an interpreter is in error, a written 
“oops!” notice is issued to ask them to put it right; continued infraction receives a 
written warning; a second infraction brings a second written warning and a meeting 
with senior managers; a third infraction results in dismissal. There followed much 
improved compliance with the site’s costume regulations (Hall, 1993, 119).
Interpretation
Successful costumed interpretation requires more than accurate reproduction of 
historical garments and a system of rules to ensure they are worn well. The 
interpreter must feel comfortable in the costume in order to work with confidence 
(Nelson and Bowen, 2000, 86), s/he must be instructed to complement the costume 
through appropriate personal presentation (Funk, 1990, 16), and be trained in the 
techniques which make the best interpretive use of the costume (Graf, 1993, 121). 
High morale among staff is essential for successful costumed interpretation. If the
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interpreters do not like their costumes or find them uncomfortable, they will not be 
enthusiastic about drawing visitors' attention to them. “Clothes help to make us self- 
confident, self-respecting, jolly, free, or they make us self-conscious, shy, sensitive, 
restrained” (Morton, 1926, 585; Ryan, 1965, 125). Both men and women at all ages 
give a feeling of self-confidence and well being as one of the two most frequent 
reasons for wishing to be well dressed (figure 44 - page 206), although there are 
other reasons which staff may cite (Alexander, 1961; Ryan, 1965, 106). Other 
studies have shown that well-dressed people feel more confident (Schneider,
1974). A hostess at Colonial Williamsburg in Virginia (United States) wrote an 
article extolling the pleasures of being able to work in “a beautiful costume that truly 
sets us apart” (Arthur, 1982).
Clothing seems to help with social or personal roleplaying (Markus and Kunda, 
1986; Markus and Wurf, 1987): “It may determine the role we play and help or 
hinder us in playing that role” (Ryan, 1965, 132). Silk shirts, it was argued, 
influenced labour-management relationships and made strikes of the early 20th 
century less bloody than they had previously been (Ryan, 1965, 133). Only 
roughnecks threw bricks; a man wearing a silk shirt must be a gentleman and 
therefore behave like one (Belding, 1920). “Dealers in casinos feel professional 
when they put on a tuxedo because it puts them in the mood for their role as 
dealer” (Nelson and Bowen, 2000, 87). “There is something about a costume, 
particularly if it is authentic, that gives the wearer a sense of being a part of another 
era” (Alderson and Payne Low, 1976, 37). “The ritual of dressing in period costume 
has a transforming effect for many. To one interpreter, slipping on 18th century 
clothing “helps him ‘get psyched’” (Roth, 1998, 47). “Perhaps this phenomenon 
affects those whose costumes are radically different from our modern dress. A set 
of tight stays or a hoop skirt has a much greater impact on the psyche than a loose, 
flowing shirt and a pair of comfortable trousers” (Roth, 1998, 48-49).
Costumed interpreters are expected to play several roles: to represent an historical 
person or type of person; to represent the organisation for which they work; and to 
play the role of entertainer, educator, expert and/or host. They are also individuals. 
Their work clothes must support them in all these roles simultaneously. It is in this 
last context that costume presents a considerable challenge. Role and self-concept 
are the dominant aspects of social-psychological theories which explain clothing
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Figure 44: Reasons for wishing to appear well dressed
   (Alexander, 1961; Ryan, 1965, 105-106)
1 Physical appearance
Minimise physical imprefections 
Enhance physical attributes
2 Expression of personality
Communicating the social aspects of self
Impression management
To attract the attention of the same and/or opposite sex 
To evoke initiating behaviour in others (eg favorable attitudes)
4 Acceptance
Belonging, keeping friends, conforming
Status
Indicator of position and responsibility 
Associating the positives of a position with the person
6 Personal satisfaction
Feeling of well-being and confidence 
Physical comfort
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choices (Treece, 1959). People have been said to see themselves from three 
different perspectives: a public self, a private self, and a secret self (Eicher, 1981). 
Dressing in clothes other than those of personal choice dress upsets this 
triumvirate. Staff may feel that the new public self they are required to present 
somehow undermines or alters them in the eyes of observers (Nelson and Bowen, 
2000, 86).
In other service industry jobs, staff have reported feeling silly in particular colours or 
clothes and how this affects their self-confidence in dealings with visitors (Nelson 
and Bowen, 2000, 86). One costumed employee in a retail setting puts it succinctly: 
“I’m wearing a green velvet costume; it doesn’t get any worse than this” (Sedaris, 
1999, 33). Disney ventures invest heavily in costumes since they helps the staff to 
be good at their roleplaying job: “they have literally to look the part” (Richards,
1992, 6-7). At historic sites in Lesotho “there is a perception by educated Basotho 
... that wearing these traditional clothes is rather demeaning” (Gill, 1998). At 
Hampton Court Palace in Surrey (United Kingdom), great care is taken in 
designing and making the costumes: “You don’t feel at all self-conscious,” explains 
one of the interpreters, “you feel right. You have complete confidence in the 
clothes. If they were made of old curtains it would be different” (Sturgis, 1998, 174).
Front-of-house employees say that customers are not shy about offering their own 
reactions to employees’ uniforms, whether their response is negative or positive” 
(Nelson and Bowen, 2000, 95). “In 1973 Colonial Williamsburg experimented with 
guides in polyester knit suits, in an attempt to address the anticipated bicentennial 
surge in attendance. ‘No thank you, dear, we’d like a real tour guide’ was the 
response given to many personnel dressed this way” (McMahon, 1999, 26).
Clothes represent something like a border or a margin between a public, exterior 
persona and a private, interior identity. “Clothing marks an unclear boundary 
ambiguously, and unclear boundaries disturb us” (Wilson, 1985, 2). There is also a 
potential confusion on the part of a visitor as to the reason why a member of staff 
may be dressed in costume. Costume may suggest fantasy (erotic or otherwise). 
Such a view sees the costumed person as revealing their secret self and therefore 
transgressing social norms (Miller, 1997). In this sense, costume evokes notions of 
carnival which “challenges the authority of ‘social laws’ ... it is a rebellious event in
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which prohibitions and transgressions coexist” (Thompson, 1983, 133). Carnivals 
require participants to don costume and/or masks to transform them from their 
usual everyday selves. The unfamiliar clothes license “the relaxation of norms and 
rules, a negation of the social order which opens doors of risk and confronts 
destruction and recreation” (Stoeltje, 1992, 270).
Heterosexual men in costume, particularly clothes significantly different from 
everyday dress, run the risk of visitors’ misunderstanding their sexual orientation as 
styles of the past often appear feminine to modern eyes: “So great was the fear of 
the reversal of the sexes that only during the spiritual anarchy of carnival time, 
when the sacred year stood still and in the primitive sense the spirits were abroad, 
could men dress as women and women as men in an almost ritualised 
transvestism” (Yoder, 1972, 304). Women run the risk of being seen as physically 
available because dressing up is associated with sexual license following the long 
tradition of masquerades and fancy dress balls (Ribeiro, 1986, 104-105). At Wigan 
Pier in Lancashire (United Kingdom), female interpreters report sexual 
harrassment from visitors (Cliffe, 1987, 9) as do interpreters portraying laundresses 
at Fort Snelling and costumed guides at the Alexander Ramsey House in 
Minnesota (United States) (Budack, 1994, 107).
Both sexes run the risk of being undermined by the perceived frivolousness of 
dressing up (Frye, 1977, 39; Hollander, 1978, 361; Wilson, 1985, 48; Tozer, 1986, 
11; Levitt, 1988, 9; Wilson, 1992; Foster, 1999). “It may well be the uneasiness 
attending the American’s view of play and the game that inclines him[/her] to 
relegate such matters to the social world of children” (Stone, 1965, 243). To wear 
costume is to risk being misunderstood, ridiculed or underestimated. A worker who 
had served his time as an elf in Santa’s grotto at Macy’s in New York reported his 
reaction to others in the same line of work: “If there is a costume involved, I tend ... 
to thinking, you poor pathetic son of a bitch” (Sedaris, 1999, 31).
A major complaint from front-of-house staff in the hospitality industry is the lack of 
opportunity they have to influence the style or fit of the uniform they wear leading to 
negative attitudes in their dealings with customers (Nelson and Bowen, 2000, 86 & 
95). Some costumiers advocate the inclusion of the wearer in the design process. 
Where there is a range of possibilities, the interpreter may have a preference for
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one style of cut over another (Severa, 1979, 80); or one colour over another 
(Rosenthal, 1995, 39; Hall, 1993, 120). The costume committee which includes 
interpreters at Lincoln Log Cabin in Illinois (United States) discusses current 
costume issues and influences decision making (Graf, 1993, 121-122). At Old 
Salem in Indiana (United States), a committee of 15 interpreters meets once a 
month to discuss issues and consider suggestions submitted by staff with 
supporting documentation: “When interpreters have had a hand in some of the 
decision-making, they are more likely to do what is right” (Hall, 1993, 119).
Doing what is right extends beyond the garments themselves. “There is little point 
in investing time and energy in an historic costuming programme if interpreters do 
not wear the costumes properly” (Funk, 1990, 16). The Plimoth Plantation pilgrims 
in Massachusetts (United States) receive training in “how to wear a 17th century 
costume” (Snow, 1993, 132). It has been suggested that while the nobility in the 
Middle Ages moved with a ceremonious slowness of gait, the peasantry moved 
rapidly (Perrot, 1981, 168). People in roles which require solemnity are still 
physically encumbered by gowns - clerics, judges and professors cannot move 
quickly adding to the feeling of gravity and decorum (Perrot, 1981, 169). “One does 
not walk the same way in a kilt as one does in trousers, in high heels as in 
jackboots. One does not carry oneself or act in the same way with a corset as 
without, with a tie or without” (Perrot, 1981, 168).
Costumes do modify movement by physical restraint or shifting the weight - as 
reported by the manager of Healy House in Colorado (United States). Accurately 
costumed interpreters very quickly adopted physical mannerisms of the period, 
such as walking, sitting and climbing stairs in the fashion of the 19th century 
(Alderson and Payne Low, 1976, 37). A handbook issued by a reenactment society 
begins: “You require clothes of the correct style for a medieval reenactment, to 
cover your nakedness, to set the period immediately and correctly, and to force you 
to behave in a 15th century way” (Poppy, 1997, 101). However, costumes alone 
cannot guarantee interpreters replicate the physical bearing of people in the past.
A genre of literature devoted to physical behaviour begins with medieval books of 
courtesy and continues to the present day in modern etiquette manuals. These 
provide no direct evidence of actual practices but do help to elaborate ideals of 
conduct (Bryson, 1990, 138). When reviewed in the light of contemporary comment
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(as in, for example, Samuel Pepys’ diaries, Jane Austen's novels, and Laura 
Ingalls Wilder’s descriptions of life on the American frontier in the 1870s and 
1880s), conduct books demonstrate the ubiquitous and constant attention paid to 
manners in the past.
One commentator summarises the genre’s development over seven centuries as 
indicative of a rising standard of shame in attitudes to basic physical needs and 
drives (Elias, 1979). Washing before and after meals, avoiding both loud belching 
and farting are advised in the medieval texts (Furnivall, 1868 & 1864). Whistling, 
yawning and shuffling the feet are prohibited in 1558 (Bryson, 1990, 142). Most 
importantly, rules for verbal, gestural and spatial acknowledgement of differences 
in status, age and gender were set out in instructions such as where to sit and 
stand in the presence of a superior (de Courtin, 1671). To be human was to be self- 
conscious and sensitive to the reactions of others, the “social audience” (Bryson, 
1990, 145). But this self-consciousness extended beyond “doing the right thing” to 
an expression of one’s character through carriage, countenance and courtesy:
“The manners ... are lively representations of the dispositions of the mind” (Fiston, 
1629).
“A characteristic stance of the 18th century gentleman is with head erect and more 
weight on one foot than the other. Often, his hand is on his hip, pulling back his 
coat, which dramatically frames his legs. This seemingly informal pose was a 
studied mannerism known as ‘making a leg’” (Kidwell, 1976, 33). However, it is 
unwise to assert that only those in the upper or social-climbing classes were self- 
conscious. The humanist notions of personal virtue and service to the 
commonwealth applied to all ranks of society. Servants were encouraged to 
cultivate their minds and improve their principles (Adams, [1825] 1989, 20). 
Character was read up and down the ladder: deportment and demeanour 
demonstrated deference and duty.
The notion of “civility” (most famously described in Erasmus’ De civilitate [^  526]) 
drew a distinction between those who were “civilised” and those who lacked 
“civilisation” - the beasts, brutes and the barbarians, who, it was believed, lacked 
reason and lived by animal instinct alone (Bryson, 1990, 141). The distinction was 
drawn not only between between the white man and the “savage” but between the
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ranks of ordered Western society. This, in part, explains how civility was “so 
triumphantly normative” (Bryson, 1990, 149). Those who wished to live in society 
must learn to present themselves well, adhere to the public physical proprieties of 
the day or be painfully aware of what they lacked. As a merchant adventurer wrote 
from Calcutta (India) in 1774, “I am so unpolished a shrub that I am ashamed of my 
awkward appearance ... and I would actually give £100 sterling could I even make 
a bow” (Vickery, 1998, 218). “Manners were not empty gestures, but the sincere 
expression of an ethical code” (Vickery, 1998, 197). This code might well be 
undermined when eyes were not there to see: “The same man who touches his 
forelock to the squire by day - and who goes down in history as an example of 
deference - may kill his sheep, snare his pheasant or poison his dogs at night” 
(Thompson, 1974, 399).
In the 1940s a film critic made a plea for actors who could “at least suggest the 
difference” between the face, bearing, speech and spirit of modern day people and 
those of the past (Agee, 1967, 25-26). Advice for theatre directors is abundant 
though sadly unsubstantiated with historical evidence in texts on period movement 
(Chisman and Hart, 1998; Wildebloode, 1965) but there appears to be no literature 
on the provision of instruction in deportment or manners for costumed interpreters. 
There is a good deal of ‘folk wisdom' concerning period clothing, grooming habits, 
and social conventions. Unfortunately, very little of it appears in print and almost 
none of it is documented” (Shaw, 1988, 93). Recourse to original research and 
primary sources, of which there are a number of comprehensive reviews, is the 
only answer (Furnivall, 1868 & 1894; Elias, 1979; Arditi, 1998). At the Oliver 
Hudson Kelley Farm in Minnesota (United States), researchers undertook a survey 
of 200 people depicted in photographs dating from 1850 to 1875 to track trends in 
dress. Details emerged such as the complete absence of men with unbuttoned 
shirts in the company of women (Shaw, 1988, 101). A training course in “modes of 
behaviour, patterns of deference, and even physical bearing” was provided for staff 
in a new exhibit at Sovereign Hill in Victoria (Australia) in 1985 (Evans, 1991, 150).
The virtual disappearance of “hat honour” in modern society offers the opportunity 
to draw attention to the importance of manners in the past (Corfield, 1989, 65-66). 
“Using an everyday and highly visible item like a hat was an effective and very 
personal means of communication. The deployment of dress and body language
211
signalled, in immediate semaphore, an individual's social and political viewpoint" 
(Corfield, 1989, 64). Its use in costumed interpretation can only reinforce an 
intangible aspect of society which is difficult to explain but may be neatly 
demonstrated.
The eloquence of elegance notwithstanding, most interpreters are employed to talk 
with visitors. A time-consuming research project may have determined the 
appropriate silhouette, style, posture, deportment, fit, fabric, trims, accessories, hair 
styles, colours, undergarments, and support structures and how these can illustrate 
values and attitudes (Radcliffe, 1987, 196 & 197) but the illustration of those values 
and attitudes may be lost on visitors if the interpreters do not communicate them 
adequately. Of the 23 sites in an Ontario (Canada) survey, 17 reported that 
information on costume was included in staff training sessions (Tait, 1989b, 55).
“Geertz [1973] distinguished between ‘thick' and ‘thin' cultural interpretation. Thin 
interpretation employs descriptive techniques. Thick interpretation goes beyond 
description to discover the symbolic meaning of an act or an object within a culture 
... one of the problems identified by the critics of open-air museums is that curators 
and interpreters generally neglect thick interpretation ... we become obsessed by 
physical accuracy in restoration - obsessed by accuracy to the manifestation of 
culture - but we do not exhibit the same obsession for interpreting the cultural 
meaning inherent in those manifestations" (Woods, 1989a, 65). This is a criticism 
which may easily be levelled at costumed interpretation in particular. “Though 
museums see clothing as a potentially effective interpretive tool, the staff who are 
supposed to use the tool to interpret fail to see the clothing's interpretive value" 
(Graf, 1993, 121). Even when a great deal of effort has gone into developing the 
costumes, their significance frequently passes the visitor by (Tait, 1989b, 6). There 
is a need to teach the interpreters why they are dressed as they are and to 
encourage them to tell visitors how it relates to life in that place at that time (Payne, 
1989,150).
Costumed interpretation is especially weak at sites which rely on amateur 
reenactment societies. Reenactors tend not to communicate their encyclopaedic 
knowledge of historical dress to visitors. One reason is that specialised knowledge 
regarding costume creates status distinctions within the reenactment organisation 
and effort is therefore expended to gain recognition from other members rather
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than the world at large (Miller, 1998). A study concluded that “reenactments are 
probably best seen as a sophisticated game for those taking part, which can never 
give the public an effective interpretation” (Hicks, 1990, 40). According to another 
observer, a second reason why knowledge was not communicated effectively 
during his experiences with reenactors was that “the practices of historical 
research, interpretation and recreation were entangled one in another” (Crang, 
1996, 428). A third reason, is that reenactors frequently have “a sophisticated 
antiquarian concern for detail” or Geertz’s “thin” approach to their costumes (Crang, 
1996, 421 ; Woods, 1989b, 43).
To ensure costume is usefully employed in furthering the historic site's educational 
mission, the management “must be willing to dedicate the time to educate the 
volunteers in the purpose of accurate period clothing and the significance of it to 
the site's overall interpretive goals” (Graf, 1993, 121). The Ontario (Canada) survey 
reported that at 13 of the 23 survey sites, costume is interpreted only if a visitor asks 
about it (Tait, 1989b, 56). It was rarely part of the interpretive programme and “its 
potential as an educational tool is, therefore, not being realised” (Tait, 1989b, 58).
“The researcher who compiles an historic costuming plan should include his/her 
methodology in the body of the report... It is as important for interpreters to truly 
understand the information they give [about their costumes] as it is for them to 
present it well” (Funk, 1990, 18). Copies of prints in fashion articles, paintings, 
photographs help bridge the gap between high style and working dress and 
“indoctrinate” guides into their eras (Severa, 1979, 77). An annotated bibliography 
ensures the site staff know which books the researcher consulted and which 
sources were most useful (Funk, 1990, 20). “Wherever possible, these notes 
should explain sources used, desired pattern shapes and silhouette, fabric and trim 
choices” (McMahon, 1999, 35). There are models (figure 45 - page 214) for 
communicating such information extant in conventional exhibition design (Hooper- 
Greenhill, 1994, 161-162). Parks Canada produces a manual for each costume 
which documents the sources used to produce it, drawings of the “character” it 
represents, how it may be worn, photographs of it in wear and cleaning 
instructions. This also includes a record of any alterations to it (Blackstock, 1982,
16). Fortress Louisbourg in Nova Scotia (Canada) produced several volumes on 
clothing circa 1740 during the early 1970s (Razzolini, 1985, 60).
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Figure 45:
1) Grouping information into categories which relate to the experience 
of visitors instead of those in the collection (Hooper-Greenhiii, 1994, 
161-162)
2) Application of this for costumed interpreters at Hampton Court 
Palace in Surrey (United Kingdom), 2001
(1 ) Points
fashion-conscious
Chunks Theme
stockings
shoes
hats
elaborate and costly 
types of stuff
iewellery
dressed alike as babies
very inconvenient 
soon in adult clothes
swaddling
men
women
children
Tudor and 
Stuart costume
(2) Points Chunks Theme
lace
wig
shoes
sword
cuffs
accessories
coat
buttons
pockets
fashion
wealth
rank status
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“The connative power of dress has never been in greater play, because so many 
different kinds of dress messages now have meaning ... But the layering of old and 
new movies in theatres and on television, along with old and new ‘realistic’ 
television dramas, has expanded consciousness of what the details of clothing can 
convey” (Hollander, 1978, 345). However, it is not clear at present whether 
costume at historic sites is contributing more than the stereotypes of the 
entertainment media. Costume is neither a good nor a bad interpretive technique - 
its success relies on the level of resources available for developing it. Since most 
historic sites are under-funded, there are more poor examples than excellent ones. 
It is hardly surprising therefore that “opponents of costuming believe that visitors 
feel freer to ask questions of a guide who is dressed the same way they are - an 
argument, incidentally, that pro-costume administrators vigorously dispute” 
(Alderson and Payne Low, 1976, 35). Costume plays a role in creating atmosphere 
and may be instrumental in stimulating visitors to learn. However, the costume 
does not stand alone, it plays a supporting role to the person in it: “18th century 
militiamen at Canada’s restored Louisbourg Fortress offended tourists with their 
rumpled uniforms and rude ways; even when told that the ‘militiamen’ were 
slovenly and demoralised because that was how they had been, back then, visitors 
were ill at ease, as they were with ticket collectors posing as ‘syphilitic whores’” 
(Lowenthal, 1985, 298). The next chapter examines different approaches to the 
challenge of staffing costumed interpretation programmes.
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Chapter 7 
Problems, problems, problems
Early .advice on successful live interpreters saw them as professionals and 
understood what they did as forging a relationship with the visitor (Comstock, 1911; 
Vinal, 1926; Bryant and Atwood, 1932). It was clear that the visitor was the genre’s 
raison d’etre (Dewar, 1991, 28). Since those early texts, very little has been written 
about the effects of costumed interpreters on visitors. At the risk of repeating the 
offence, this chapter discusses the various forms costumed interpretation takes, 
leaving the fundamental issue of how it relates to the visitor to the final chapter.
Literature on costumed interpretation is self-congratulatory or carte blanche 
criticism rather than thoughtful comment on specific models. Examples of the 
former are Anderson’s writings, which are “idiosyncratic” at best (Leon and Piatt,
1989, 92) and “evangelistic” at worst (Welsch, 1974, 357); he fails to ask the “tough 
questions” about the genre (Glassberg, 1986, 307). Critics, such as Peterson 
(1988), often lambast examples of poor practice rather than using them to construct 
a framework for evaluation. There is good and accurate costumed interpretation 
and there is poor and inaccurate costumed interpretation. It is necessary to 
distinguish between “the practise of surgery and the botched operation” (Yellis,
1990, 5).
A great deal has been written about a few notable examples of costumed 
interpretation - in part because they were the innovators, in part because they are 
well-funded, and in part because they are important sites in United States history: 
Plimoth Plantation, Old Sturbridge Village (both in Massachusetts) and Colonial 
Williamsburg (Virginia). However, none of these is typical of the numerous sites 
where costumed interpreters are to be found. Few places have equivalent 
resources or the pedigrees of these successful heritage attractions with 
international appeal (Angotti, 1982, 183). This chapter attempts to chart the world of 
costumed interpretation in its typicality rather than focussing on the celebrities of 
the genre. Inevitably, some evidence from these sites is cited for comparative 
purposes and in the absence of other documented examples.
The simplest (and most inflammatory) way to define costumed interpretation is to
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call it theatre. Costume provides a new identity. The fact that costumed interpreters 
wear costumes suggests to many observers that they are actors and what they do 
is a form of theatre (Schechner, 1985; Snow, 1993). Nevertheless, many 
practitioners resist this definition (Roth, 1998, 50). There are museums (and a few 
historic sites) which use performances to interpret their collections in new ways and 
from different perspectives. At the Natural History Museum in London (United 
Kingdom) a poet read a work inspired by the skeleton of a whale and a 
choreographer created a new work inspired by the building: “Using the performing 
arts has been a successful way to broaden our audience and make ourselves 
relevant to people who don't usually come to the museum” reported the head of 
education (Whittington, 1998, 23). The Powerhouse Museum in Sydney (Australia) 
likewise worked with theatre students to produce performances which were not 
designed to reflect or draw attention to an exhibition but “to surprise and amuse” 
(Beattie, 1997, 107). The Worcester City Museum and Art Gallery (United Kingdom) 
staged live art performances which used the gallery both as venue and inspiration: 
the education officer felt that “using live art was a way of thinking more openly and 
laterally about objects in the collections” (Whittington, 1996, 25). “Theatre can even 
be presented as an exhibit in its own right” (Alsford and Parry, 1981, 9) as was the 
Fairbooth Theatre at Colonial Williamsburg in 1988 (Hamant, 1988).
Projects using traditional theatre in a museum or historic site have been termed 
“fourth-wall presentations”, whereby the proscenium arch of a conventional stage is 
replaced by an invisible fourth wall between the performers and the visitors. “The 
more declamatory the interpreter, the greater the amount of monologue, the larger 
and more passive the audience, and the less the environment resembles a living 
setting, the more the interpretation blends into theatre” (Roth, 1998, 51). Baltimore 
City Life Museums used actors to perform tightly-scripted scenes in an 1840s 
house to show working class immigrant life (Leon and Piatt, 1989,72). Eight to ten 
actors presented the impact of racism, abolitionism, economic pressures, and 
health concerns on a middle-class family. After a brief orientation, the visitors 
toured the house in groups of ten and were invisible to the actors throughout 
(Jones, 1993, 57). A theatre company at work at Leighton House in London (United 
Kingdom) offered a 45-minute promenade performance through the rooms, where 
the audience was told to “refrain from interacting with the actors”. One observer 
identified this as a weakness in the production (Davies, 1996, 33). Nevertheless,
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the visitors’ book recorded only a tiny minority of visitors (less than one per cent) 
who were dissatisfied (Findlater, 1996).
Where it is possible to limit numbers and control visitor flow through the site, a 
fourth-wall presentation is feasible. Visitors are required to attend at designated 
times and preferably stay to the end of the performance. Inevitably, latecomers and 
early leavers must be accommodated or politely rebuffed (Roth, 1998, 166). 
Thought must be given to crowd control; visitors who are physically challenged and 
the elderly may need to sit (Stillman, 1993, 55). “The Boston Museum of Science 
has a Theater of Electricity which poses several challenges: it is very dark because 
of the needs of the exhibits; there is no central area in which to perform; and it is 
noisy” (Hughes, 1998, 68). A lack of comfort was the least liked aspect of 
performances in a study at the Canadian Museum of Civilization in 1992 
(Rubenstein, 1993, 117). Galleries are not designed with acoustics in mind. If 
visitors have difficulty hearing, they will be frustrated and wander away (Stillman, 
1993, 55). Others want the option to pass by altogether (Alsford and Parry, 1991,
20). The difficulties of scheduling to meet annual, weekly, and even daily visitor 
ebb and flow was reported by several staff in the review of costumed interpretation 
at the Canadian Museum of Civilization (Rubenstein, 1993, 106). A researcher who 
observed different types of visitor in a range of heritage sites reported the reaction 
of a typical couple of seniors who had great difficulty in watching or hearing a 
theatre presentation in a gallery because there was nowhere to sit and other 
visitors made too much noise for them to catch what was being said. They left 
before the end and did not return to the hall where the performance was staged, 
even though it was the centrepiece of the museum (Moreau, 1997, 30).
Gathering an audience is a difficulty (Alsford and Parry, 1991, 20). Very small 
numbers result in visitors feeling excessively self-conscious (Munley, 1993, 71). At 
the National Museum of American History in Washington (United States), museum 
staff handed out flyers prior to the performances, explained what would be 
happening and answered questions. Visitors in the exhibit hall were not expecting 
a performance and this individual explanation seemed reassuring (Munley, 1993, 
70). The Action Replay Theatre Company, the resident actors at the National 
Museum of Film Photography and Television in Bradford (United Kingdom) drew 
visitors to their performances through the loud-speaker system of the museum
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(Hooper-Greenhill, 1994, 98).
It was rare for visitors at the National Museum of American History in Washington 
(United States) to wait even three minutes for the programme to begin. Visitors 
were suspicious that nothing would happen; they left if they did not receive 
encouragement to stay (Munley, 1993, 71). At the Canadian Museum of 
Civilization, about one third of visitors arrived before the play, most arrived after the 
start and only half stayed to the end (Rubenstein, 1993, 109). Through trial and 
error, the Boston Science Museum established that 20 minutes is the length of 
presentation to which visitors are prepared to commit and that this is long enough 
to explore an idea (Hughes, 1998, 112).
“The most overwhelming problem with theatre is the lack of commitment from the 
audience. When someone goes to a theatre and pays a ticket price they have 
made a decision to watch a play” (Hauser, 1997, 130). A free-choice learning 
environment requires that visitors be sufficiently motivated to stay “long enough for 
the educationally significant goals of the activity to be realised (Quinn and 
Bed worth, 1993, 11). One solution to this problem is to charge for the performances 
as has the Pittsburgh Children’s Museum (United States), where this helps “visitors 
make a commitment to being an audience” (Forbes, 1993, 28). Another solution is 
to offer tickets even if visitors do not have to pay for them as an incentive to go to 
the performance area (Munley, 1993, 71).
When indoor museums venture into live interpretation, the presentations are often 
in spaces not really designed for the purpose (MacDonald and Alsford, 1989, 177). 
“This method of interpretation is particularly invasive and tends to take over the 
surrounding area ... Even the most discreet performance has the effect of changing 
the atmosphere of a gallery. Some would argue it comes alive, others complain 
that the magical quiet of the museum is destroyed” (Farmelo, 1993, 49). A curator 
reported: “Whenever I see an actor hamming it up on a gallery, my flesh creeps” 
(Farmelo, 1993, 48). The perceived inappropriateness of marrying the two 
disciplines was noted for outdoor historic sites too: “Not everybody, it may be 
granted, wishes to ... present the museum as a theatrical experience” (Brigden, 
1982,200).
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Not everyone is so dismissive. The curator at Leighton House felt that embracing 
the theatrical model wholesale with its dramatic sound, lighting and set helped 
overcome the visitors' traditional reserve (Findlater, 1996). Set-piece theatre, it has 
been argued, is less threatening, easier to respond to and more familiar to visitors 
than roving interpreters (Alsford and Parry, 1991, 15). “Museum visitors know how 
to act as an audience” (Daley, 1997,125). A curator at a theatre in museums 
conference in 1992 said he had the impression that museums were becoming 
simply another venue for theatre performances (Price, 1992, 20) and there is some 
justification for the fear that theatre presented in historic environments is just a 
performance and nothing more. The Canadian Museum of Civilization found that 
the most frequently cited reason for visitors (30 per cent) staying for a performance 
was “the skill of the actors” (Rubenstein, 1993,112). There is a danger that the 
medium in this case overshadowed the message - only 14 per cent stayed 
because of “the story or the history.” Similarly, 43 per cent cited the actors and the 
acting as the most liked aspect of the performance while just 28 per cent chose the 
content (Rubenstein, 1993, 112 & 116). Another study suggested that good acting 
undercut the educational message of an interpretive programme: visitors 
concentrated on the actors rather than the content (Stover, 1988, 243).
Performances are “a powerful magnet for the crowd, many of whom readily give up 
the exercise of their intellect and imagination merely to enjoy the show” (Fortier, 
1991a, 21). Many exponents of traditional theatre would argue that “because 
theatre is live, there is a two-way dynamic between performers and audience” 
(Hughes, 1998, 69). However powerful this may be, it is not the same interactive 
process envisaged in an interpretive exchange to which “both audience and 
presenters bring active interpretive processes” (Frisch and Pitcaithley, 1986, 155). 
In this context, traditional theatre is perceived as a one-way communication 
process. The importance of allowing visitors more immediate access to collections 
has been described as “dissolving the frame” in museum experiences (MacDonald 
and Alsford, 1989, 62). However, the wholesale transfer of traditional theatre to 
museums runs the risk of substituting one frame for another - the proscenium arch 
(or the fourth wall) for the glass case.
The theatre director at the Science Museum of Minnesota (United States) believes 
“the essence of science theatre is that we can do it without all the trappings of
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traditional theatre. It uses the exhibits; it is not on a set or behind the traditional 
fourth wall” (Quinn and Bedworth, 1993, 10). One solution is to use “audience 
envelopment” - a technique whereby the action takes place all around the 
audience with the performers speaking through the crowd and over the heads of 
the visitors to each other (Hauser, 1997, 131). Ambulatory theatre projects in which 
characters disperse throughout a building (the whole of which is the set) and 
visitors follow whichever they choose, or wander from one scene of action to 
another is an alternative model (Alsford and Parry, 1991, 9). The Museum of 
Science in Boston (United States) is experimenting with presentations which are 
less formal than plays in order to allow visitors who arrive after they have started to 
join and anyone to leave as and when they wish (Hughes, 1998, 68). The 
Canadian Museum of Civilization also recognises the need for smaller, more 
personal, and more spontaneous experiences, that allow visitors to converse with 
“cultural representatives” in one-to-one relationships. Interactivity is generally 
better achieved at this lower level, rather than in the context of big theatrical 
productions (MacDonald and Alsford, 1989, 64).
At the Science Museum of Minnesota (United States), “We believe that most (if not 
all) of our pieces should involve the audience in some way ... in ways that are very 
rare in traditional theatre, including the actors speaking directly to the audience as 
individual human beings” (Quinn and Bedworth, 1993, 10). “The decision to have 
visitors involved in specific ways in a performance must be based on how 
meaningful that participation will be. It relates to the evolution of hands-on learning 
and the realisation that it is meaningless if it’s not also ‘minds-on’” (Hughes, 1998, 
69). During a play at the Boston Museum of Science in which two characters 
argued about biotechnology, they turned discussion points over to the audience 
(Hughes, 1998, 69-70). “Flexibility is critical” because the experience must be 
adapted to each audience’s level of understanding (Quinn and Bedworth, 1993,
10). “The target audience for a show can shape the amount and form of the 
participation used. Large-scale participation is often attractive to family groups”: at 
Mystic Seaport, Connecticut (United States), 14 volunteers from the audience 
helped tell the humorous Tale of a whaler {Hughes, 1998, 69-70).
The London Science Museum (United Kingdom) initially used “monologues, with 
the actors speaking in role from a basic script. Developments have included the
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use of duologues (two actors in character), theme days (a group of actors playing a 
number of roles around a single theme, such as transport), workshops and small- 
scale plays (Bicknell, 1994, 376). These first steps developed into a programme of 
“gallery characters who interact with visitors on a one-to-one basis ... improvising 
their lines, rather than following a set script. The Science Museum has one of the 
most extensive collections in the world and no appropriate theatre space. It is 
among the collections, therefore, that the actors perform, interpreting the objects” 
(Hughes, 1998, 61).
These interactive presentations can take various forms, one of which has been 
termed “partially scripted guerrilla theatre” (Alsford and Parry, 1991, 9); actors in 
galleries have been reported as preying on visitors who fear that eye contact will 
trap them in a snare from which there is no escape (Malcolm-Davies, 1995, 25). 
Non-participants in gallery drama at the London Science Museum reported 
emarrassment and trepidation (Bicknell and Mazda, 1993, 44). A visitor to the 
Museum of the Moving Image in London (United Kingdom) reported his first and 
only visit “was ruined by the intrusions of actors, whose sole apparent function was 
to add a somewhat spurious gloss to an essentially sterile display ... These poor 
creatures not only embarrassed the visitors but also disturbed any attempt at 
concentration” (Kirk, 1993, 15). A review of the London Transport Museum’s £4m 
refurbishment similarly noted: “You get video walls, touch-screen computers, the 
smell of horse dung and - uh-oh - actors. Which is worse: rigid period-dressed 
mannequins wielding shovels of the old days or flesh-and-blood period-dressed 
actors wielding shovels of nowadays, who catch your eye and address you in 
chirpy cockney accents? ... The burgeoning museum business has certainly 
provided jobs for an [sic] notoriously under-employed profession - every this, that 
and the other ‘experience’ uses them - but am I alone in cringing with 
embarrassment whenever one comes round the corner?” (Pearman, 1993, 9: 15).
A lecturer at the Southampton Academy of Dramatic Art (United Kingdom) has 
drawn attention to the shortcomings of actors’ training for working directly with 
visitors: a drama course trains them to perform to a director (Malcolm-Davies,
1990a, 28). “Even street theatre does not prepare people for sensitive direct 
contact with visitors” (Summers, 1993, 16). “The loose shape of improvisation, with 
constant potential for change dictated by the visitor, is not for all actors. The actor
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must give over a certain amount of power to the audience, which can be 
disconcerting” (Hughes, 1998, 63-64). “The museum context also calls for actors 
who do not need the security of a formal stage, but feel comfortable with face-to- 
face contact with audiences, and with an environment where audience members 
may arrive and leave during a performance” (Alsford and Parry, 1991, 18). Many 
researchers and managers of costumed interpretation have observed that actors 
“produce a powerful performance, but can find face-to-face contact with the public 
difficult” (Hicks, 1994, 72).
A museums designer suggests that the use of actors is “very debatable” after his 
experiences at the Museum of the Moving Image in London (United Kingdom): 
“They always want to put on a performance and get aggravated if they can’t do that 
... The other problem we encountered at MOMI was that actors need a stage ... 
Professional actors do not have a happy relationship with artefacts” (Malcolm- 
Davies, 1990a, 27). A more discriminating analysis is that by a manager with 
experience of employing actors at two United Kingdom sites (Wigan Pier in 
Lancashire and Beamish in County Durham). He identifies “two tribes of actors”: 
those in search of a West End role or television commercials and the missionaries, 
often with theatre-in-education experience - the latter being better suited to 
museum work (Malcolm-Davies, 1990a, 27; Lewis, 1994, 333; Hughes, 1998, 110). 
There is a danger that the former may be “people whose hearts are in the theatre 
[who] will regard work in an historic site as a second class job” (Summers, 1993, 
16). Another site manager has warned against using theatre-in-education actors 
because they have been known to carry politically unacceptable ideas into projects 
for The National Trust, which they see as an extension of the landed aristocracy 
(Dickson, 1987, 17): “The mistake the trust still makes is that it does not train actors 
with some explanation of what the trust is trying to do” (Malcolm-Davies, 1990a,
27).
One recommendation (from a theatre professional) is for museums to recruit people 
who have been on a teaching course with drama aspects (Malcolm-Davies, 1990a,
28). In 1993, the view of the Museum Training Institute in the United Kingdom was 
that interpretive performers were best served by the Arts and Entertainment 
Training Council and that museums need concern themselves only with training 
guides or warders (Price, 1993, 19). Since then, great strides have been made as
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national vocational qualifications have recognised the differences in performance 
work for traditional theatre and heritage sites. An advisor on such qualifications for 
front-of-house staff in tourist attractions in the United Kingdom has warned “it is my 
firm belief that actors who are trained in the conventional use of theatre skills are 
not the best people to work as costumed interpreters” (Ross, 1999, 14).
“No doubt actors can be an effective aid to communication in the museum context, 
if well-briefed and deployed with care” (Kirk, 1993, 15). A recognition of the skills 
required for successful costumed interpretation provides guidance as to 
recruitment and training needs: “Success depends on the actors’ abilities to gauge 
an audience - to personalise the presentation” (Quinn and Bedworth, 1993, 10). A 
contracted theatre company working at Osborne House on the Isle of Wight (United 
Kingdom) in 1996 ensured that “the people we work with are extremely good at 
interacting with an audience” (Whittington, 1996, 24). A science museum 
interpreter who has devised both fourth-wall and interactive presentations 
acknowledges the more effective two-way communication of the latter: “In Boston 
[United States], I was used to a more structured performance area, where visitors 
either sat down in a theatre or waited in lines to watch. We used microphones, 
lights and sound. In London [United Kingdom], the focus is on the actor in character 
in relation to specific objects without any theatrical accoutrements. Because I was 
not always performing a set script, visitors interacted directly with me, creating more 
of a flow between actor and visitor” (Hughes, 1998, 14).
A travelling exhibition which visited the Boston Science Museum (United States) 
was complemented by the Spotted Owl Café, a project which attempted to show 
two sides of a debate, and draw visitors into it. A single actor portrayed the café 
owner each day and served “food for thought.” They conversed with visitors, giving 
them the opportunity to shape their own experiences by commenting, asking 
questions, expressing their opinions and signing one of two petitions representing 
the opposing sides of the argument. Extracts from the team’s logbook show how 
successful this project was when it worked and how frustrating it was when it did 
not, the latter being a less frequent occurrence than the former (Hughes, 1998, 
135-138).
The evolution of a modified theatrical approach to live interpretation in indoor
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museums and galleries emphasises the importance of interactivity. The differences 
between “plays” and “interactives” have been summarised by the Canadian 
Museum of Civilization (figure 46 - page 226). Specific benefits offered by the 
interactives were that visitors interacted with their own social group more than they 
did when a result of watching a play (Rubenstein, 1993, 120) and were more aware 
of having learned something (78 per cent) than those who saw a play (63 per cent) 
(Rubenstein, 1993, 121).
Most theatre companies working in heritage sites have recognised and adopted 
this modified approach. However, they tend to be employed in science and 
technology museums (Quinn, 1981, 269; Alsford and Parry, 1991, 9; Hughes, 1998; 
Daley, 1997) and modern heritage centres (Yale, 1997, 9) rather than historic sites. 
The vast majority of historic sites (as opposed to indoor museums and galleries) 
with costumed interpreters do not use actors. There are notable exceptions to this 
rule such as the Asters' Beechwood Mansion in Rhode Island (United States). 
Actors employed in modern, market-orientated heritage centres in the United 
Kingdom have fallen victim to cost-cutting (such as those at Tetley Brewery Wharf 
in Leeds and Celtica at Machynlleth), while the costumed interpreters in historic 
buildings and open-air museums are still in work - at, for example, Armagh’s 
Palace Stables and the Ulster-American Folk Museum (Northern Ireland).
However, full-time costumed interpreters are still the exception rather than the rule 
in the United Kingdom (Robertshaw, 1992, 14; Yale, 1997, 30). Original buildings 
(often heavily restored) and open-air museums in North America, Scandinavia and 
elsewhere have paid staff in costume, almost none of whom are actors (Herbert, 
1993; Lewis, 1994, 333; Robertshaw, 1992, 14) - for example, Poul-Fétan in 
Brittany (France), the Korean Folk Village in Yongin City, Sovereign Hill in Victoria 
(Australia), and Howick Historic Village in Manukau City (New Zealand).
In North America, the popularity of battle reenactment as a leisure pursuit led to the 
appearance of costumed people at historic sites as long ago as 1865 (Anderson, 
1984, 135-172; Anderson, 1985, 130-175). There is a more recent phenomenon of 
“historicist hooliganism” in the United Kingdom (Hewison, 1987, 83). Reenactment 
organisations such as The Sealed Knot Society appeared from 1959 (Military 
modeliing, 1989, 81). In the late 1980s and the 1990s, they proved a “cost-effective 
resource” for organisations, such as Cadw (Welsh Historic Monuments) and
225
Figure 46: After (Rubenstein, 1993, 102)
Some differences between plays and interactives 
at the Canadian Museum of Civilization
Plavs
Depend on having a good story to tell, a dramatic tension
Depend on ability to represent what we know of the period accurately
Can present Intangible topics, such as attitudes, values, customs, behaviours, mannerisms, etc
Time frame determined by the performance, not the visitor
The language of communication Is dictated by the script
Script allows control over subject matter, ensures coverage of topic
Visitors are part of an audience
Visitors are not compelled to respond to actors or the action
Plays can be developed to allow visitors to affect the outcome of the play
After the play, actors can continue Improvised dialogue with visitors
Interactives
Interactives are not scripted but are built on a character/role
The performance starts when the visitor arrives
The visitor can ask questions and determine the range of topics
Responses to questions are limited to the role and one time period
The time frame Is open-ended, depending on the visitor
Interactives rely on Improvisation, which Is very Intensive work
Quality depends of the knowledge the actor has about the collections on display, 
the period mannerisms and behaviour history
226
English Heritage, under commercial pressure to draw crowds and boost revenue at 
historic sites (Carr, 1989, 303; Griffin and Giles, 1994, 331).
Two commentators (a site manager and an ethnographer) have summarised the 
motivations of reenactors in similar terms: escapism and a search for entertainment 
(in a complex and intriguing game); the social aspect of belonging to a group (an 
opportunity to go camping and get drunk with friends); personal education and/or 
an interest in communicating to others; commemorative (an affirmation of cultural 
identity or a political statement); and a search for an experience outside everyday 
existence offering “a fascinating window on a world they know from books and 
photographs but have never participated in as an experienced reality” (Fortier, 
1995, 169; Turner, 1990, 130). One reenactment organisation’s president 
estimated that half his society’s membership prioritise personal recreation (Bigley, 
1991, 14). Frequent references to drink and the promise of casual sex appear in 
reenactors’ descriptions of their events (Peachey, 1987, 14; McSween, 1987, 20). 
Volunteers at Kentwell Hall in Suffolk (United Kingdom) and members of the 
English Civil War Society have been described as taking part for their own 
enjoyment (Crang, 1996, 417). Like other reenactors, they seek “an authentic, 
subjective experience “that would feel and not just look real” (Handler, 1987, 338). 
Memories of moments when reenactors felt their experience was “real” are fondly 
held (Turner, 1990, 126; Crang, 1996, 424). The presence of the public acts as a 
brake on such magical moments: “It was the public who seemed anachronistic” 
(Crang, 1996, 426).
Reenactment “provides an identity niche for people who do not find fulfilment in 
their daily life” (Fortier, 1989, 7). There are some reenactors for whom this escape 
into the past is total. A group in Scotland, The Clan, exemplifies the problem of 
reenactors creating romantic personae for themselves using intuition rather than 
research. They “draw on a mish-mash of influences and beliefs which include 
mysticism, symbolism, a quasi-oriental search for inner peace, the martial arts and 
the power of fantasy” (Sykes, 1989, 14). Such extremists have attracted criticism. 
Their interpretation of the past may “wander far away from an educational visitor 
service based on good research and firsthand knowledge ... self-evaluations by 
such people are often subjective and specious” (Fortier, 1995, 169). How can 
someone who really believes they are in the past craft a meaningful
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communication with the visitor? (Seaman, 1993, 30). However, such comments 
deny the expertise that can and does exist in reenactment organisations: “These 
people are serious amateur historians, and seriously specialised” (Norman, 1993, 
15). The number of texts consulted and familiarity with extant artefacts upon which 
replica kit is based have been cited as evidence of the depth and breadth of 
knowledge among some reenactors (Crang, 1996, 419).
A reviewer who found the appeal of reenacting difficult to understand still 
acknowledged: “At Littlecote [in Berkshire, United Kingdom] the public was 
enthralled and educated by the English Civil War Society” particularly because 
they presented the events of 1688 with “warts, fistulas, burnt babies, amputations, 
gabions and all” (Mitchison, 1988, 11). However, there is a tendency for 
reenactment societies to glorify the gore of life in the past in their military 
encampments which extend their activities beyond battles and .manoeuvres: 
“Rough hessian and bubbling cauldrons do not do justice to the way armies of the 
period were mustered or billeted” (Malcolm-Davies, 1989b, 12). Religious leaders 
and national heritage agencies such as the National Park Service in the United 
States have condemned battle reenactments because they trivialise war 
(Wightman, 1988; Bigley, 1991, 16). The value of demonstrating blank loads and 
bloodless battles, scaled down cannon and campsites, and manoeuvres by a 
squad rather than a regiment is dubious: “If this is all the spectators see, without 
being exposed to a broader historical context during the presentation or to further 
study at other times ... such ‘best efforts’ trivialise the original experience as much 
as they explain it” (Fortier, 1989, 18).
There are two dangers in using the resources of a reenactment organisation for a 
costumed interpretation programme: one is that the participants are so wrapped up 
in their own experience that the visitors receive short shrift (Hicks, 1994, 35; Bigley, 
1991, 16) and the other is the fear that participants will fantasise for their own 
enjoyment and entertain “without the encumbrance of historical accuracy” (Fortier, 
1995, 169).
An overview of reenactment in the United Kingdom stated: “It differs only from film 
and video because of its live nature” (Blackmore, 1991, 9). Reenactments may be 
viewed but not interrogated (Sansom, 1996, 124). “Battle reenactments are
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probably best seen as a sophisticated game for those taking part, which can never 
give the public an effective interpretation” (Hicks, 1994, 40). A description of a 
medieval event at Stokesey Castle in Shropshire (United Kingdom) exemplifies 
this problem: “There was little actual activity going on there, and even when 
members of the society started eating their midday meal in the camp, the small 
group of watching visitors were completely ignored. This reluctance to talk meant 
that however authentic the food, its significance was missed as no one was 
prepared to discuss either what it was or how it was made” (Hicks, 1994, 43-44).
There are other serious repercussions to using reenactors than the quality of 
customer care. These are common to many projects using volunteers in front-of- 
house roles: the health and safety of the public, appropriate care behaviour toward 
minors, and the likelihood of self-harm through negligence (Fortier, 1995, 169). 
None of these issues is insurmountable provided the site management organise 
appropriate procedures for registering, training and supervising volunteers (Fortier, 
1995, 170; Bigley, 1991, 16). The site managers must be confident and willing to 
make decisions which are unpopular among the reenactors; there must be clear 
programme goals and standards by which they are evaluated; and opportunities 
must be created for clear, timely communication between the site management and 
the reenactors (Hemenway, 1995, 171). There is a vast variety of organisations 
offering themselves to historic sites: some societies are well established, have 
good reputations for historical accuracy, and attract members from the 
archaeological and museum world - others do not (Blackmore, 1991; Wilkinson, 
1993, 392). A National Park Service historian (also a reenactor) cautions: “It is 
wildly inappropriate to give up the direction of your institution even for short periods 
of time without making those individuals a part of your staff in a meaningful way” 
(Bigley, 1991, 16). The importance of a dedicated individual to coordinate a 
successful volunteer programme has also been noted (Jago and Deery, 1999, 271) 
together with systems for training, appraisal and reward (Jago and Deery, 2001).
“Some reenactors have become increasingly aware of the function of interpretation 
in recent years, a trend borne out by newsletter articles that include tips on 
approaching the public and by the legions of hobbyists who have taken to working 
with historic sites for special events and weekend programming” (Roth, 1998, 11). 
Academics are deeply concerned with the pictorial reconstruction of sites but show
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almost total indifference to the content of reenactment programmes, even though 
the latter reaches a far larger public (Sansom, 1996, 120). “Often [amateur 
reenactment groups] taking part in events are left to devise the presentation 
themselves with little curatorial control, usually because of a lack of finance and 
manpower” (Hicks, 1994, 35). In the National Park Service (United States), there 
are some historic sites which lack an historian on the staff and this makes 
reenactments “a very real management problem”, especially if reenactors boast a 
local political patron (Elder, 1981 a, 11). Another reason for this may be that 
costumed events fall under the aegis of the marketing department, and being 
ephemeral are more difficult to control and evaluate: “They want the medium to be 
colourful, entertaining, uncontroversial, not too demanding, but with no awkward 
dull moments. They have trouble understanding why they should pay for 
authenticity when most people wouldn’t know the difference” (Fortier, 1989, 4). A 
good example of history rewritten for the convenience of the event is the 
programme presented by the Lion Rampant organisation and the Escafeld 
Medieval Society at historic sites in England with “Errol Flynn-style knights beating 
each other senseless while the ladies dance with each other rather than the 
knights” (Malcolm-Davies, 1989b, 12; Giles and Holder, 1986, 14). There are many 
more examples in the United Kingdom (Ferguson, 1994), particularly jousting 
displays, which are “blatantly commercial” (Yale, 1997, 60).
Special events can be relevant to an historic site’s interpretive goals - the Medieval 
and Renaissance Fair at the Ringling Museums in Florida (United States) is an 
example (Daniels, 1981) - but rarely are (Wallis, 1990, 14). In 1995, English 
Heritage’s events programme included Saxons at 11th century Kenilworth Castle 
(Warwickshire), Napoleonic soldiers at Dover Castle (Kent) and Vikings at Flag Fen 
(Cambridgeshire), which is a Bronze Age site (Sansom, 1996, 125). Yet the 
published intention for the events programme was to “increase the level of 
explanation at properties” (Griffin and Giles, 1994, 331). These appearances 
cannot be justified as “logical extensions” of the sites’ interpretive plans, even at an 
imaginative stretch. A first rule of reenactment event planning is “to match the time 
period of the unit to the primary period of your site” (Deakin, 1986, 14-15). Ensuring 
visitors understand the premise of the reenactors’ presence - in publicity material, 
handouts on site and through the reenactors’ explanations - is another rule 
(Deakin, 1986, 15). Otherwise, the anachronistic appearance of such groups may
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be “counter educative” (Hewison, 1987, 101; Fowler, 1989, 57-63; Walsh, 1992, 
102; Sansom, 1996, 126).
A visitor study at Caerphilly Castle in Wales bears out the importance of tying 
special events to the educational objectives of the site. Interviews were conducted 
with 173 visitors when there was no event at the castle and 80 during costumed 
events. Results showed that although 80 per cent of visitors who attended the 
special events agreed that costumed interpreters had enhanced their visit and that 
they had learnt something, fewer of them used the permanent interpretive displays 
than on days when there was no event - 80 per cent on event days versus 94 per 
cent on non-event days (Light, 1996). If the “professional companies” employed 
were offering relevant and reliable information, Cadw (Welsh Historic Monuments, 
the government body responsible for managing the castle) fulfilled its educational 
objective for the events (Light, 1996, 184) but given the entertainment priorities of 
medieval reenactment societies at the time of the study (1988), it is doubtful 
(Malcolm-Davies, 1989b; Giles and Holder, 1986). English Heritage's evaluation of 
its events is limited to each one’s success in attracting additional publicity, visitors 
and income - no educational benefit is assessed (Griffin and Giles, 1994, 332).
“A little reining in and discipline” is recommended (Fortier, 1989, 2). There are 
ways for historic site managers to achieve this: strong leadership and enforcement 
of standards being chief among them (Deakin, 1986, 14). Observation of 
organisations at other sites’ events, requesting sight of their training manuals, 
authenticity and safety regulations, newsletters and references from other site 
managers and a contract are ways of safeguarding the quality of what is presented 
(Deakin, 1986, 18; Wilkinson, 1993, 395).
Some progressive projects have tried to come to terms with reenactors’ 
shortcomings by providing a framework within which their participation is directed: 
“While the committee welcomed all who wished to participate, they determined that 
attendance a t ... training sessions would be mandatory. This sort of ‘quality control’ 
helped ensure against walk-on participants who had detracted from ... programmes 
at other parks” (Spencer Pritchard, 1991, 51). Meadow Farm Museum in Virginia 
(United States) holds Saturday morning orientation sessions for reenactors in 
advance of events to tackle problems as diverse as inappropriate use of innuendo
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and the need to clean up after the event (Hanson, 1993, 80). Fundamentals may 
need to be stated such as “wilful misrepresentation of characters or events is 
wrong, that using the medium to grind personal or ideological axes is wrong, that 
consumptive use of antiques is wrong, that replicas should be clearly identified” 
(Fortier, 1989, 14). The Admiral Nimitz Museum in Texas (United States) worked 
closely with the World War II Reenactment Society to adapt their spectacular but 
somewhat stereotyped presentation Tora, tora, tora for inclusion in a programme of 
events about significant battles of the Second World War. Specific changes 
included a shift in the commentary from the technology of war to its social context 
(Bigley, 1991, 15).
“The public is both fickle and hungry for new experience. It is also becoming more 
and more sophisticated in terms of what is required to produce a satisfying 
experience ... Cadw [Welsh Historic Monuments] along with its sister organisations 
- and the reenactment companies - must urgently review current policy. That will 
require further and very detailed research if events are to give the sort of return the 
investment demands” (Carr, 1989, 303).
While the reenactment movement was growing in North America and preparing to 
cross the Atlantic, a vogue for costumed crafts demonstrations was also 
establishing itself at historic sites (Leon and Piatt, 1989, 67). The Great Exhibition 
of 1851 in London inspired Artur Hazelius in his efforts to preserve the traditions of 
rural Sweden (Aldridge, 1989). His work included tableaux of costumed 
mannequins evoking folk life at the Centennial Exhibition in Philadelphia (United 
States) in 1876 (Anderson, 1984, 5). Later international exhibitions such as the 
Paris Exposition of 1878, which Hazelius also attended, featured reconstructions of 
exotic villages, complete with imported native peoples (Greenhaigh, 1989, 91).
This further inspired Hazelius, who collected buildings from all over Sweden and 
reconstructed them at Skansen in Stockholm. There were no daily costumed 
activities when it first opened on 11 October 1891 (Anderson, 1984, 19;
Rehneberg, 1957, 7; Perrin, 1975, 11) - not 1881 as some sources suggest (Leon 
and Piatt, 1989, 65). Although Hazelius’ aim was to demonstrate how people lived 
and worked in the past in different regions of Sweden (Baehrendtz et al, 1982,
177), the permanent costumed demonstrators did not arrive until 1898. They 
performed traditional music and dance as well as herding reindeer and
232
demonstrating customs appropriate to the different cultural groups represented at 
the museum (Alexander, 1968, 271; Anderson, 1984, 19; Robertshaw, 1990, 30). 
Hazelius’ open-air museum was copied all over the world, and in North America, in 
particular, costumed craftspeople took up residence in the buildings: “People enjoy 
watching others working and demonstrating a skill. Effective demonstrations are 
usually those which people can relate to - an activity that they know about, eg 
grinding corn; or which are anachronistic and make them think ‘I never knew it was 
like that’ or ‘imagine having to live like that’” (Binks, Dyke and Dagnell 1988, 40). 
Demonstrations offer a range of benefits: there is something to see, which 
encourages questions, holds visitor attention, and shows clearly what may be 
difficult to describe or imagine (Grater, 1976, 83-84).
Not only did visitors enjoy seeing crafts demonstrations they “brought in needed 
revenue through the sale of the resulting products” (Leon and Piatt, 1989, 67). 
There is a temptation with crafts demonstrations to make items which sell well, as 
reported at Old Bedford Village in Pennsylvania (United States) at its inception 
(Leon and Piatt, 1989, 68). This puts demonstrators in a difficult position. They are 
sometimes pressured to produce quality items in quantity which make visitors an 
intrusion on their production schedule (Roth, 1998, 116). “Museums have to realise 
that on-the-spot sales are secondary to their mission as educational institutions” 
(Reid, 1996, 281).
Talking to visitors is also difficult when the demonstration is time sensitive, as with 
cooking (Roth, 1998, 116). Another problem is that “often craftspeople, skilled as 
they may be in their work, are far less comfortable in the role of interpreter. It is not 
unusual to find that they are somewhat surly in their demeanour... The best a 
visitor can expect is a grunt or nod of the head in response to questions” (Risk,
1994, 325-326). At Independence National Historical Park in Philadelphia (United 
States), a full-time specialist printer spent eight years focused on his printing 
regarding visitors as an interruption. After he left, the park began to rotate 
interpreters through the print shop. The result was less printing and more talking 
(Jenkins, 1991, 171).“ Sometimes, although the craftsperson wants to 
communicate, he or she is either too shy or too soft-spoken to be effective in that 
role. In this case, it may be desirable to have one of the other interpreters interpret 
or narrate for them” as is the case at the visitor centre at Manzanita Lake Lassen
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Volcanic National Park in California (United States), where an Atsugewi Indian 
chats with an assigned interpreter while park visitors sit or stand around 
eavesdropping (Risk, 1994, 325-326). However, the luxury of a second interpreter 
is not always a realistic option (Roth, 1998, 116).
The ratio of visitors to demonstrators is much more cost-effective than that of visitors 
to guides if more formal tours are used: “Many visitors are happy to just watch the 
demonstration and move on to the next site” (Muirhead, 1992, 19). Attracting 
visitors' attention, offering opportunities for questions and active participation may 
increase interest and learning (Field and Wagar, 1982). However, demonstration is 
usually limited to artefact production and use, particularly when the demonstrators 
are artisans first and interpreters second (Sansom, 1996, 121). An early “how to ...” 
guide published by the United States National Park Service advocated moving 
beyond this by telling, showing and explaining why activities were carried out the 
way they were (Kay, 1970, 3; Hughes, 1989, 15). Nevertheless, many a costumed 
demonstration programme aims low in its intellectual objectives: “It excels at 
treating object-centred activities like housework, ship building, or farming” 
(Peterson, 1988, 28). “Low-level activities such as simple baking and arts and 
crafts fulfil the current hype to demonstrate processes which have sensory appeal, 
are low in cost, will draw visitors to the site, and can be performed with minimal 
training on the part of the interpreter, who more often than not is a seasonal 
employee without much academic historical background and little monetary or 
professional incentive to increase his[/her] skill level” (Kilsdonk, 1989, 20).
“Process we know; process is comfortable; process is safe. However, we do our 
public a big disservice if process is all we give them ... The human context is the 
really interesting story, especially when we can tie it to broader themes such as 
economic change, transportation innovations, or demographic shifts (Kelleher,
1995,114). There are many such calls for costumed crafts demonstration to be 
more ambitious at historic sites: “If wool carding does not lead to a discussion of 
farm economics and work roles in preindustrial communities, or theorem-painting 
to an explanation of attitudes toward leisure and women's education, then the 
museum that demonstrates these activities has merely polished up old fashioned 
pots-and-pans history and nothing more” (Carson, 1991a, 28). There are precious 
few examples such as the “leather worker who plied his craft while delivering an
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informal lecture on economic mobility in small-town New England” at Old 
Sturbridge Village in Massachusetts (United States) (Peterson, 1988, 30).
The drive to demonstrate may contribute to fictions about the past: “A curator, faced 
with an unfamiliar tool, and lacking documentation, toys with it until [s/]he decides 
how it must have been used. A programmer, asked to develop interpretive 
activities, turns to eastern Yankee farm journals as authorities for midwestern 
ethnic farms. An interpreter receives minimal training in the use of an agricultural 
artefact; consequently her[/his] understanding of the artefact (and what s[/]he 
conveys to the public) is quite limited and probably inaccurate” (Kilsdonk, 1989,
21). Staff at Hjerl Hede in Jutland (Denmark) stage demonstrations which are 
independent of the site’s mission in the modern museum buildings while ensuring 
that activities in the grocer’s shop, saw mill and other artisan’s workshops are 
linked with their settings. However, many of the tasks undertaken by women are 
more picturesque than the ones they did daily in the past - knitting stockings in 
preference to fish hook baiting, for example (Gormsen, 1992, 45).
In Europe, this tradition of costumed crafts demonstration at open-air museums was 
confined to Scandinavia. In the United Kingdom, no open-air museums followed 
Skansen’s lead. As late as the 1980s, demonstrators at Acton Scott in Shropshire 
were dressed in white laboratory coats lest visitors be misled into thinking they 
were anything other than modern technicians (Burcaw, 1980). At the other extreme 
are interpreters in costume using first-person interpretation - so called because its 
practitioners speak in the first person as though they are characters living in 
another era. It was not suddenly invented but developed over time: “Its roots were 
partly in the theatre, but it also emerged naturally, and sometimes unwittingly, from 
the conversations staff members had with visitors, especially in craft shops” (Leon 
and Piatt, 1989, 86). Crafts interpreters sometimes refer to themselves as, for 
example, the “master of the shop”, while describing the activities they are 
undertaking in the present tense. They may not carry this characterisation any 
further (Roth, 1998,16) but just such a shift from “they did” to “we do” was recorded 
at Plimoth Plantation in the late 1960s (Deetz, 1991a, 17). This phenomenon was 
noted by a Colorado historical site director who reported that “costumed 
interpreters ... very quickly ... begin to use 19th century colloquialisms and speech 
habits. So influential is the costume that the interpreters soon are speaking as if
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they and the house were back in that earlier period” (Alderson and Payne Low, 
1976,37).
There are many variations of first-person interpretation, which is also known as 
roleplaying and character interpretation (Roth, 1998, 3). A first-person interpreter 
may be a storyteller or what is sometimes referred to as a character cameo. Some 
perform monologues or scripted ensemble scenes (Alsford and Parry, 1991, 9). A 
slightly disturbing definition of first-person interpreters suggests they “remain in role 
even when visitors are no longer present” (Robertshaw, 1992, 20). Others engage 
visitors in casual conversation (Malcolm-Davies, 1995, 23-29) which “veer off in a 
variety of directions, depending on the interests of the visitor and the skill of the 
interpreter” (Roth, 1998,13). Most historic sites invite visitors to roam at will 
encountering interpreters in realistic situations doing realistic activities or roving 
themselves. Conversation flows where it may and visitors are sometimes invited to 
participate in a chore or assume a role themselves (Roth, 1998, 3).
“A National Park Service interpreter at the Appomattox Court House [Virginia,
United States]... portrays a young man making his way back to a farm in the valley 
of Virginia following General Lee’s surrender at Appomattox. Dressed in tattered 
homespun, he carries the gun he has used in the war, leans against a Civil War 
cannon, and speaks with the dialect of a young farmer with little education and with 
limited knowledge of all that was involved in the recent struggle between the north 
and the south. In speaking about his experiences and in answering questions 
asked by visitors, he is very careful to speak only in the first person and to make 
statements that only a man of his background and rank would know” (Alderson and 
Payne Low, 1976, 38).
This portrait evokes both the appeal of speaking to a character from the past and 
betrays two of the genre’s weaknesses. It describes techniques which have been 
identified as barriers to successful communication: the use of dialect and feigned 
ignorance. Another impediment to accurate communication is first-person 
interpreters’ propensity for falsifications, sometimes born out of the need for feigned 
ignorance or simply because the imperative of sustaining the illusion outweighs the 
evidence for a credible answer (Baker, 1993, 65). The combination of all these 
produces another problem: visitor frustration. “The main goal of interpretation is to
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remove impediments to the transmission of knowledge. My objection to the more 
dramatic forms ... is that, in practice, under the conditions that normally exist in most 
historic sites and outdoor museums, such techniques are not the most effective 
means of removing impediments to the transmission of knowledge; sometimes they 
increase the impediments” (Fortier, 1989, 15). None of these impediments are 
inevitable with the use of first-person interpretation but discussion of them 
highlights the need for appropriate checks and balances in its inclusion in the 
visitor experience at historic sites.
Falsifications may occur because it is difficult to identify where the historical 
evidence stops and imaginative reconstruction begins. The first-person interpreter 
is inevitably pushed into the unknown (Crang, 1996, 426). Plimoth Plantation in 
Massachusetts (United States) was founded with a clearly stated educational 
purpose (Snow, 1993, 26). However, the need to fortify the illusion that it is 1627 
has given rise to falsifications: for example, inaccurate reconstructions of 
cobblestone chimneys built in the 1950s and 1960s are explained away by vague 
reference to imaginary East Anglian emigrants (Snow, 1993, 56). This generates 
“misinformation” to “explain” inaccuracies at the site (Yellis, 1990, 16; Roth, 1998, 
25). An example of the confusion caused is the answer received by a visitor at Fort 
Clatsop in Oregon (United States), who asked if the original occupants had 
fluorescent lights like the one in a dimly lit corner of the room. The interpreter 
replied they did not until the Indians traded them (Peterson, 1988, 29). Another 
potential source of falsification is the difficulty of admitting personal ignorance: “The 
interpreters can never say, ‘I don't know,’ to a question their historical character 
could have readily answered, even if historians are completely unsure of the 
answer” (Leon and Piatt, 1989, 89).
There is also the danger that roleplay offers the opportunity to play with the known 
record of the past to enhance its dramatic appeal, as expressed by an enthusiastic 
heritage coast ranger in East Sussex (United Kingdom): “In order to lend continuity 
to the walk, history was tampered with slightly and events that originally occurred 
years apart happened within a short time scale. But no matter, the emphasis for this 
walk was entertainment” (Manning, 1992, 24). One site (Fort Louisbourg in Nova 
Scotia, Canada) suspended roleplaying except in certain, carefully orchestrated
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situations: “It was leading to confusion and, worse, to the message being distorted” 
(Fortier, 1991b, 40).
Feigned ignorance is. the medium's greatest drawback (Crang, 1996, 423). The 
point at which first-person interpretation disappears up its own artifice is when 
practitioners suggest strategies which undermine the interpretive purpose of the 
programme. These are often employed with good intentions - creating atmosphere, 
helping visitors feel what it was like to live in the past, providing a more memorable 
moment - are all reasons given for taking roleplay to ridiculous extremes. “Many 
interpreters develop period and regional dialects to heighten realism ... visitors may 
not be able to understand a single word” (Roth, 1998, 116).
At the Zuiderzee Museum at Enkhuizen in the Netherlands, the Urk residents of 
1905 pretend they understand no English, making communication with their many 
foreign visitors difficult (Ahlberg, 1993, 26). In Suffolk (United Kingdom), Kentwell 
Hall’s Tudor volunteers employ “a pseudo-Shakespearian language - sometimes 
known as Tudorese’, sometimes as ‘Desperanto’. This device has the effect of 
evoking an other-wordly atmosphere but also erects a barrier between the visiting 
public and the information they want” (Malcolm-Davies, 1989b, 13). The use of 
Latin by interpreters at Roman sites shows only that people spoke differently in the 
past (Leon and Piatt, 1989, 89; Seaman, 1993, 22). There is “resistance by visitors 
to radically different speech patterns” (Robertshaw, 1992, 18) and a danger that 
what is being said goes over the heads of visitors who cannot follow the language 
(CEI, 1987b, 8). A regional manager for English Heritage found period language 
questionable during a project at Audley End in Essex: “If the visitor is having 
difficulty understanding the interpreters, they are undermining the very thing they 
are there for - communication” (Malcolm-Davies, 1989b, 13). At some United States 
sites, first-person interpreters do not sign for the deaf even though they can 
because a person of their character’s time would not do so (Roth, 1998, 157).
A roleplayer for a project with Derbyshire Museum Service (United Kingdom) 
described his difficulty in answering a question about his character’s poor financial 
situation without losing his dignity as a Victorian cleric. “Mental gymnastics” of this 
sort waste energy which could more properly be directed to answering the visitor’s 
question accurately (Sorrell, 1988, 3). “One of the participants [at Sulgrave Manor,
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in Northamptonshire, United Kingdom] made the point that to do more than say 
hello or acknowledge a visitor’s presence would not be within their role. 
Authenticity to this extent though is not credible, as the important thing is to 
communicate the interpretation to people not ignore them” (Hicks, 1994, 63).
A more serious charge is intentional misunderstanding for its entertainment value. 
At Llancaiach Fawr, a Welsh manor house, visitors who tell a 17th century 
household servant that they travelled from Bristol by car will be treated to a 
performance of the character’s disbelief. The interpreter may mention that Bristol is 
two days away on horseback but the emphasis is firmly on the laugh not the 
learning (Waycott, 1995, C27; Malcolm-Davies, 1995, 25). A similar experience 
was reported at a United States site where a visitor began her question with “Last 
week, in Jamestown we ...” but was silenced as the interpreter declared she must 
be mad to think she had been that far away just a week ago (Carnegie, 2001, 177).
Visitors taking photographs of costumed interpreters has been a fertile breeding 
ground for a joke at the expense of worthwhile interpretation. An interpreter 
expressed surprise at the capacity of a visitor’s camera to “take a picture”; the 
visitor earnestly explained the concept of photography - thereby learning nothing 
himself and teaching the interpreter nothing he did not already know (Leon and 
Piatt, 1989, 88). Some interpreters express “consternation at the strange machines 
that visitors bring with them - their cameras and cellular phones - and respond with 
disbelief, attributions of magic or sorcery, or accusations of consorting with the 
devil” (Kirshenblatt-Gimblett, 1998, 198-199). “What is your business here, and 
what meaneth yon strange device” asked a costumed interpreter of a visitor with a 
camera, who reported he felt “as improperly dressed carrying it around as you 
would sitting in the Savoy in jeans and a t-shirt” (Carter, 1987b, 10). There is no 
excuse for this kind of response: “Most savvy interpreters have dropped this from 
their repertoire” (Roth, 1998, 132). There are plenty of edifying ways to use such 
exchanges, not least, encouraging visitors to take a souvenir photograph or video 
because they enjoy it (Roth, 1998, 132; Walder, 1994, 22). At Bowden House in 
Devon (United Kingdom), “the appreciative response of the public as they ‘step 
back in time’, is evidenced by the frantic clicking of cameras” (Petersen and 
Petersen, 1986, 7). A souvenir picture may lead to greater scrutiny and interest in 
the costumes and the characters after the visitor has gone home.
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To make visitors feel out of place in any way is counterproductive: At Tetley's 
Brewery Wharf in Leeds (United Kingdom) an interpreter dressed as an 18th 
century character “expressed amazement that ladies were wearing trousers” 
(Flanagan, 1996, 102). A visitor at the Museum of the Moving Image in London 
(United Kingdom) reported feeling embarrassed and defensive when a costumed 
interpreter drew attention to her trousers and accused her of being a suffragette 
(Brown, 1994, 27-28). Such comments “expel visitors from the past, by reminding 
them they do not belong” (Carnegie, 2001, 177). The resolute roleplayer likewise 
feigns ignorance of information which may be of great importance to the visitor 
such as directions around the site and the whereabouts of toilets: “Do not bother 
asking for a restroom in Plimoth Plantation. This is total first-person interpretation, 
loved by some and detested by others” (Tramposch, 1994, 34). Again, there are 
easy solutions if the roleplayer wants to be helpful. “Many interpreters spare visitors 
the torture of pretending not to know what a bathroom is by simply indicating the 
place the person seeks” (Roth, 1998, 130; Carnegie, 2001, 178).
Feigning ignorance extends for many roleplayers to not knowing what their 
character would not know even when the interpreter is well-informed and capable 
of explaining (Robertshaw, 1992, 16). “If visitors asked a lowly pedlar... what he 
thought of an issue of high politics, say relations with Spain, they would receive a 
response appropriate to the pedlar’s knowledge - not a historian’s treatise” at 
Kentwell Hall in Suffolk (United Kingdom) (Crang, 1996, 423). Such purposeful not 
knowing is hardly instructive for the visitor. In the same way that “the social 
restrictions imposed on historical gender and class communication ... give way to 
the needs of interpretation”, pedlars must become politicians. “Women, servants, 
slaves and children would no t... freely address strangers as would free men ... For 
the sake of explaining the lives they portray, interpreters are far more candid” (Roth, 
1998, 69). The same interpreter at Kentwell Hall in Suffolk (United Kingdom) 
reported that while it was possible to point out to a visitor that the hall itself was 
made of bricks, he felt it was not possible to reinforce the age of brick-making 
technology by explaining that the Romans made them too (Crang, 1996, 426).
Similarly, there are interpreters who deny the future. A room steward at Townend in 
Cumbria (United Kingdom) plays the house’s Victorian owner every Thursday: 
“Many people ask about events after 1900 and I look at them in wonder” {The
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National Trust magazine, 2001, 22). There is no valid reason why a well-informed 
Tudor interpreter should affect ignorance of Roman brick-making or a Victorian 
interpreter cannot take account of his character’s future unless the pretence is more 
important than the opportunity to inform. The maintenance of artificial 
communicative horizons in first-person interpretation results in a medium which is 
poor at illustrating abstract concepts and historical change (Crang, 1996, 423). 
There are ways of combating these constraints but they are frequently complicated. 
Information may be offered in many engaging ways: “I’ve heard it said that...”, “I 
overheard a learned man say ...”, “my friend told me”, “I can’t believe it’s true but I 
once read ...” are all phrases which, accompanied by a sincere smile and twinkle in 
the eye, may pave the way for meaningful interpretation (Roth, 1998, 126-127). 
“Participants may use teleological explanations - by apparently innocently invoking 
future events ‘as if without mentioning them” (Crang, 1996, 423).
Capitalising on “mere curiosity” is one of the golden rules of interpretation (Tilden, 
1977, 8). Making swift and meaningful connections between potentially 
anachronistic questions, situations and subjects worthy of interpretation is a skill to 
cultivate among interpreters. A good example of this is an incident at Plimoth 
Plantation in Massachusetts (United States) during which a visitor asked if a 
“pilgrim” would mind her using a microphone. The interpreter diverted the 
discussion to religious iconography by deftly replying she might carry anything in 
his house provided it was not a cross (Snow, 1993, 68-71).
Another difficulty presented by first-person interpretation is the level of credibility it 
has for the visitor. At Plimoth Plantation, a visitor praised this “great way to learn 
history” and his/her friend asked “Yes, but how do we know it’s authentic?” (Snow, 
1993, 169). A visitor reported his experience at a recreated site in similar terms:
“Like most visitors, I didn’t know how accurate it all is; but it’s pretty convincing”
(Glen, 1990, 15). If the overwhelming realism of a first-person site prompts visitors 
to doubt its credibility, it is succeeding in provoking them to question about the past. 
However, the medium does not accommodate the answers comfortably: “A 
costumed worker, in character, can tell visitors that he learned to build a tobacco 
barn from his father, but such a worker cannot tell a visitor how to conduct research 
into tobacco farming” (Potter and Leone, 1992, 479). Costumed interpreters whose 
careful characterisation of two Bronze Age people for a project at Sheffield
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Museum (United Kingdom) based their work on archaeological records but were 
“unable to directly inform the audience that we were working with theories rather 
then ‘known truths'" (Price, 1996, 40). The participants tried to “lead discussion to 
an awareness that this was an oral culture and that no contemporary written 
records existed: “It was then left to the audience to draw conclusions on the veracity 
of the presentation” (Price, 1996, 40).
Complementing first-person interpretation with other interpretive media (such as 
non-costumed interpreters) is one way of serving this need. A new orientation 
exhibit at Conner Prairie in Indiana (United States) addresses this issue with a 
panel entitled “Is it real?” in the visitors centre. The text, photographs and examples 
of reproduction items explain the processes of research and reconstruction 
employed in recreating the 1836 town (Freas, 2001, 173-174).
“Critics contend that first-person ... places a heavier burden on visitors who must 
figure out the rules of participation for themselves” (Yellis, 1990, 27; Roth, 1998,
24). This is amply demonstrated by a study of visitors in one room at a first-person 
interpretation site. Of the 50 interactions observed, 21 visitors made a remark or 
asked a question which was not in keeping with the notion that the interpreter was 
assuming a role (Pearce, 1984, 143). The frustrations and difficulties in 
communication (Shafernich, 1993, 46) are occasioned by a lack of common 
vocabulary, a feeling of intimidation or awkwardness, a general discomfort or 
disinclination towards the necessity of roleplaying in order to converse with the 
interpreter (Williams, 1999, 256; Dierking, 1996, 240-241). A family visiting 
Kentwell Hall in Suffolk (United Kingdom) suffered “the shock of being addressed 
by something we assumed was there only to gawp a t ... [resulting in] the three older 
children hiding up our vestments with embarrassment” (Hogan, 1998, 3). “Startled 
visitors” encountered two interpreters portraying an artist and a man sitting for his 
portrait at an art gallery in the United Kingdom (Bukantas, 1990, 23).
“Many museum visitors are confused and intimidated by first-person interpreters” 
(Roos and Wilkinson, 1992, 23; Robertshaw, 1992,18). It can make visitors feel 
ridiculous (Malcolm-Davies, 1989b, 14). Worse still, it “can be threatening to the 
visitor if one is not careful” (Tramposch, 1994, 37). At Fortress Louisbourg in Nova 
Scotia (Canada), the director decided “the average visitor wasn't up to it” (Fortier,
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1991b, 38). Sometimes this may be expressed not by avoidance tactics but by 
aberrant behaviour, such as making fun, laughing at or trying to trip up the 
interpreter (Dierking, 1996, 240). The worst case scenario is when “it produces 
confusion or anxiety, and thus a state of mind not amenable to learning” (Alsford 
and Parry, 1991, 14). Visitors at Sovereign Hill in Victoria (Australia) were reported 
to be uncomfortable with the deferential behaviour of interpreters in role (Evans, 
1991, 150). If the interpreter seeks to escape potential discomfort by keeping to a 
fourth-wall presentation, rather than being interactive, first-person interpretation 
pushes the visitor into the passive role of receiver of information (Potter and Leone, 
1992; Sansom, 1996, 122).“Visitors' perception of the guide may be altered by how 
convincing the character actually is - they may feel unable to ask questions, or fully 
concentrate on the information given if the performance is an inhibiting factor” 
(Binks, Dyke and Dagnell, 1988, 42).
A sensitive, experienced and well-trained first-person interpreter is able to allay all 
these frustrations and fears but all too often the costumed staff is none of these. 
Good orientation exhibitions are another solution. However, many sites lack the 
resources or geography to ensure all visitors are able to view a video or see an 
exhibition which explains how first-person interpretation works before they 
encounter it. Colonial Williamsburg in Virginia (United States) has so many points 
of entry that character interpreters are expected to provide “self-introduction” in 
order to communicate effectively with visitors (Carnegie, 2001,177). An example of 
how a well-meaning but subtle attempt fails is the suggestion that characters drop 
the year or recent events into the conversation to help visitors understand: “Things 
have been different since those Bostonians destroyed the tea last December” 
(Carnegie, 2001, 177) or “This is the year of our Centennial, 1876” (Roth, 1998, 
130). This presumes a great deal in terms of the visitor's knowledge of the past, not 
just about a specific event, but what it means to be in 1774 or 1876, as opposed to 
any other date.
First-person interpretation is a construct in which the visitors must be willing 
participants: “The optimal situation occurs when both performers and spectators 
recognise the contradictions but agree to maintain the play frame anyway. The 
audience member signals the actor/historian: ‘I know you're not really a pilgrim, but 
I'm going to play along with you, regardless.' The interpreter signals back: ‘I know
243
you know I'm not really a pilgrim, but I'm going to perform as if I were, for your 
education and enjoyment'” (Snow, 1993, 181). The visitors best served by first- 
person interpretation are aged nine or older, speak the same language as the 
interpreters, and are free from severe mental impairments (Roth, 1998, 119). 
Researchers and interpreters have observed that women often play along more 
readily than men (Moreau, 1997, 29-30) and that seniors tend not to catch on as 
quickly as younger visitors (Roth, 1998, 25). Unfortunately, most visitors do not 
come in packages which conform to this profile. Families, which make up an 
important part of the visiting public (as discussed in chapter two), usually have 
more than one child at different stages of educational development, include people 
of both sexes, and often three generations (Hooper-Greenhill, 1994, 102). The 
chances of everyone in the group wanting to “play the game” at the same time in 
the same place are few and far between.
The unsatisfying experiences with first-person interpreters cited above might be 
excused on the grounds of a poor interpreter having a bad day. It has been argued 
that to dismiss the genre in principle because of one irresponsible interpreter is ill- 
advised (Yellis, 1989, 3-4). But plaudits too show the difficulties of first-person 
interpretation even when it is done well. Praise is heaped on the medium rather 
than its ability to communicate a message: “Admiration frequently focuses on the 
interpreters' maintenance of character against all odds ... visitors are impressed 
with the interpretation as a sort of difficult stunt, but are not really interacting ... or 
deepening their understanding of the past” (Williams, 1996, 256).
“First-person interpretation may represent the greatest opportunity for dealing with 
the emotions. It is strong on essence and weak on detailed information. The flavour 
of the period, the characteristics of speech and dress as well as of family, 
community and social behaviour, are well presented, limited only by the accuracy 
and talent of the interpreter. Names, details of military movements, global 
perspectives and other minutiae are absent. The visitor's understanding of events 
is limited to the perspective of the individual being portrayed” (Risk, 1994, 325).
In North America, celebrated examples of first-person interpretation at heritage 
sites, the ubiquity of costumed crafts demonstrations and the reenactment 
movement spawned the term “living history”, although some commentators
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acknowledge its roots in theatre too (Leon and Piatt, 1989, 86). The label “living 
history” crossed the Atlantic and has been used to describe activities as diverse as 
armour and weaponry demonstrations at the Roman Army Museum at Hadrian's 
Wall, livestock feeding presentations at the Scottish Deer Centre and “personality 
roles” at Stirling Castle. It can refer to special events or be integral part of an 
attraction, even if it takes place just once a day (Scottish Tourist Board, 1991, 35-6).
In North America, there has been a tendency to define living history “largely as 
demonstrations in costume and in particular, roleplaying” (Fortier, 1989, 2). The 
United States National Park Service defines living history as first-person 
interpretation (Knudson, Cable and Beck, 1995). Reenactment, craft 
demonstrations and group tours have been the most common costumed daily 
activities at open-air sites for decades (Angotti, 1982, 183; Stover, 1989, 13). In the 
United Kingdom, Blists Hill at Ironbridge in Shropshire introduced volunteers in 
costume in 1973 (Tait, 1989a, 88), as did the Ulster-American Folk Park when it 
opened in 1976 (Hooper-Greenhill, 1994, 98) and the new Black Country Museum 
in Staffordshire in 1978 (Harada, 1979, 99). It was the late 1980s before heritage 
sites employed paid, costumed staff as an integral part of their daily interpretation 
(Hicks, 1994, 9).
The pioneers were one firmly-established open-air museum. Beamish in County 
Durham, which introduced costumed interpreters in 1985 (Tait, 1989a, 74), and a 
new heritage centre at Wigan Pier in Lancashire, which did so in 1986 (Yale, 1997, 
32). Two years later, in 1988, a restored textiles mill at Quarry Bank in Cheshire 
(Yale, 1997, 183) and another heritage centre, the Museum of the Moving Image in 
London (Tait, 1989a, 178), followed suit. By 1987, three of these four sites 
employed resident theatre companies. The Science Museum in London also 
introduced a single actor in 1987 (Bicknell, 1994, 376). Although these innovations 
were few and far between, there was considerable critical outcry. A British play.
The people museum (figure 47 - page 246), toured regional theatres in 1989 
dramatising the plight of “the part-time, fixed-term contract employees who are 
obliged to put on fancy dress and act quaint scenes for tourists' amusement”
(Lyons, 1988).
Beamish had replaced its theatre company with local people by 1994 (Lewis, 1994,
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Figure 47: The people museum by Garry Lyons, 1989
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333) and in so doing was coming into line with most North American historic sites, 
where managers and interpreters are at pains to explain “character interpreters are 
not actors; they have no script. Every character is prepared to converse freely on a 
variety of topics from politics to childbearing” (CWF, 1990a, 8). Some interpreters at 
Plimoth Plantation in Massachusetts (United States) reject the label “theatre” 
because they associate acting with overacting: “The essential fear expressed here 
is that if the interpreters really act out their parts, they will alienate the visitor- 
spectator with their overly dramatic behaviour and ruin the opportunity for historical 
education to take place” (Snow, 1993, 43). An example of the criticism they fear is 
that levelled at a heritage site in the United Kingdom - Wigan Pier in Lancashire: 
“Wigan goes further than Beamish (where it is just the attendants who dress up) 
and has an active programme of roleplay ... If Beamish lies towards the 
‘acceptable’ limits of the conservation of cultural heritage, Wigan has well 
overstepped the mark, and bears the same relationship to conservation as a 
historical novel does to a historical treatise” (Newby, 1994, 208-9).
“To be labelled an actor in the museum world is to be considered something 
illegitimate; this reflects the ancient antitheatrical prejudice ... Secondly, to be 
acting is to be faking ie to be recreating history based on misinformation” (Snow,
1993, 133). These charges are to be avoided, if possible, and the solution for many 
sites is to adopt third-person interpretation. This “substitutes the ‘I am, I did' 
approach for the ... ‘they were, they did' style of presentation” (Risk, 1994, 325). A 
manager at Colonial Williamsburg in Virginia (United States) protests that even 
though these interpreters are in costume “hardly anybody seems to mind” 
(Tramposch, 1994, 37). The “minding” is done by curators, archaeologists and 
academics who fear that “costumes could simply threaten objectivity” (Tramposch,
1994, 37) and because the “word” is spoken, not written, the professional distrust is 
probably near total (Hitz, 1989, 74; Sansom, 1996, 134; Hughes, 1998, 41; Grinell, 
1979, 20). At the Science Museum of Minnesota, the exhibit department were 
reported to be “totally against” an experiment in live interpretation in its galleries 
(Quinn, 1981, 259). Even a comparison with theatre was met with “disdain” at Old 
Sturbridge Village in 1973 (Piatt, 1993, 23). “A degree of mutual mistrust” was 
reported between museum staff and actors at the London Science Museum 
(Bicknell and Mazda, 1993, 39).
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The safeguard against criticism is for the interpreters to take on “generic roles” 
which are typical nameless characters such as “a blacksmith”, “a housewife” or “a 
soldier” (Mission San Luis, 1996). “There is no pretence of being a part of it 
themselves” (Tramposch, 1994, 39-40). The rapid distancing of the state from the 
day-to-day management of heritage attractions in the United Kingdom during the 
1990s offered the opportunity for a reinterpretation of patrimonies on more 
democratic grounds than heretofore. In North America and Scandinavia, the 
conservation movement which brought folk traditions to the fore was well underway 
by the 1960s (Leon and Piatt, 1989, 68). It has been argued that while the elite 
presented buildings and collections to reinforce hegemonic principles, grass-roots 
conservation bodies are interested in the daily experiences of the common wo/man 
(as discussed in chapter one). However, on both sides of the Atlantic, “costumed 
docents demonstrate domestic duties but rarely identify themselves as enacting the 
roles of servants or slaves who usually did such work” (Melosh, 1989, 202). The 
greatest failing of third-person interpretation is that the costumed interpreter who is 
“a maid” remains one of many unimportant people whose names and details are 
not worth noting. It reinforces rather than undermines “the great men, great events” 
approach to history (Herbst, 1989, 99). “I'm just a housewife” or “I'm just a 
gardener” plays to the notion of a “generic past - a past filled with quaint village 
greens, sleepy Midwestern town where nothing much seemed to happen” 
(Patterson, 1986, 12).
Costumed interpreters at Blists Hill in Ironbridge (United Kingdom) “act as ‘talking 
labels' to explain a building's history and to demonstrate traditional craft and 
industrial processes” (Beeho and Prentice, 1995, 235). The third-person costumed 
interpreter works as an “interactive display” (Woods, 1989b, 46) offering an 
enjoyable experience to the visitors (Beeho and Prentice, 1995, 235). The focus is 
on customer care rather than interpretation: “We ask all the demonstrators to be 
themselves, to be friendly” (Muirhead, 1992, 19). Sites have to work hard to 
overcome the visitors' sensory experience of a pleasant historic site with contented, 
friendly residents going about their daily work: “Staff members, ever courteous and 
open toward visitors, convey a sense of harmony and stability at the site” (Baker 
and Leon, 1986, 8). This tradition can trace its origins to the 19th century. The 
Centennial Exhibition in Philadelphia in 1876 featured a New England log house 
with ladies“ in quaint dresses” who conducted tours (Anderson, 1984, 25). By 1909,
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John Ward House at the Essex Institute in Massachusetts (United States), whose 
curator, George Dow, is credited with the invention of the period room display in 
1907, was shown to visitors by female staff in homespun clothing (Alexander, 1964, 
267; Hughes, 1989, 11).
Third-person interpretation gives visitors less of a sense of being in another world 
than do sites with first-person interpreters, it does not draw visitors into the past as 
easily, and the interpreters are unable to use their character as cover when 
discussing controversial or difficult subjects (Leon and Piatt, 1989, 90). Third- 
person interpretation represents the safe option. Many sites choose it because 
anything more developed requires an immense amount of research, resources and 
extra orientation for visitors (Enscore, 1992, 206-207). Another advantage is that 
third-person interpreters are able to say “I don’t know” or “it is not known” in answer 
to a question without difficulty. First-person interpretation runs to “the entertainment 
end of the spectrum” at the expense of history, according to some commentators 
(Fortier, 1989, 5; Peterson, 1988, 29), while third-person interpretation implies a 
teacher/student relationship between the interpreter/visitor which is explicitly 
educational (Enscore, 1992, 206-207). However, it has been claimed that first- 
person interpreters are more educationally effective for visitors than third-person 
interpreters (Alsford and Parry, 1991, 22; Farmelo, 1993, 49). The much-quoted 
study on which this claim is based compared the same programme presented by 
the same person as a costumed first-person interpreter and as a non-costumed 
third-person interpreter at the Science Museum of Minnesota and did not therefore 
strictly compare costumed first-person interpretation with costumed third-person 
interpretation (Quinn, 1981, 267). The observation data showed that visitors stayed 
longer and seemed more involved during the costumed first-person version but 
questionnaire data revealed they did not understand more about Mayan weaving 
than those who saw the non-costumed third-person interpreter. However, “there 
was a slight indication that the character cameo audience received information 
closer to what the performer intended” (Quinn, 1981, 268).
Distinctions between third-person, first-person, craftspeople and reenactors are all 
made from the interpreters’ point of view (Fortier, 1989, 17): “These terms are 
virtually unknown to the press and public, who frequently refer to character 
interpreters as actors, actor-historians, or guides” (Roth, 1998, 13). “The important
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thing to remember is that while museum professionals are splitting hairs about 
these subtle incongruities and strategies, the public seems to accommodate any 
approach as long as it is explained and not threatening” (Tramposch, 1994, 37-38). 
Despite the column inches devoted to the dilemma of first versus third-person 
interpretation, a study of open-air museums in the United States revealed that 88 
per cent of sites use third-person interpretation, while only 12 per cent use first- 
person interpretation (Enscore, 1992, 206-207). In many ways, the argument over 
which technique is better is redundant. The vast majority of sites use third-person 
interpretation. Despite the early association of “living history” with first-person 
interpretation, even costumed third-person interpretation it is still frequently referred 
to by this “unfortunate descriptor” (Alsford and Parry, 1991, 15). Living history has 
been defined as three specific activities. It is an attempt by people to simulate life in 
another time: to interpret material culture more effectively, to test an archaeological 
thesis or to participate in an enjoyable recreational activity (Anderson, 1991, 3).
Sites where researchers or visitors are invited to experience the past as part of an 
on-going experiment into the practical challenges which faced our ancestors 
(Crang, 1996, 117) are few and far between. There are such projects at Lejre 
Village in Slangealleen (Denmark), where visitors live in a reconstructed Iron Age 
village (Angotti, 1982, 183) and at Washburn-Norlands Living History Center in 
Maine (United States), were visitors live on an 1870s farm (Craig, 1991). At 
Defiance in Ohio (United States) visitors “split shingles, chop logs, skim sorghum 
molasses, or stir apple butter” (Angotti, 1982, 183). This is known as experimental 
archaeology, and at least one critic has mused how archaeologists would respond 
to the inclusion of their work in the catch-all of “living history” (Handler, 1987, 338). 
Experimental archaeology does not accommodate the visitor well (Smith, 1980, 4): 
“It is difficult to conduct experiments with controls and frequent prolonged studies 
when hundreds of visitors are passing through” (Gittins, 1987, 13). Experimental 
archaeology of this kind is not primarily a service for visitors, although they may be 
invited to participate.
The difficulties of marrying the educational aims of a site with reenactors' 
recreational needs have already been discussed. However, critical comment has 
also focused on the first part of the definition “to simulate life in another time”, which 
is clearly an unattainable target rather than an achievable aim (Lowenthal, 1985;
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Hewison, 1987; Peterson, 1988, 28). Emphasis on the simulation has produced 
literature which stresses the need for “painstakingly” recreated environments 
“down to the last foot scraper” (Anderson, 1991, 7) and a complete absence of 
modern distractions (Yellis, 1990, 21). Yet the lack of a scrupulously accurate 
period setting does not make costumed interpretation impossible (Wilkinson, 1993, 
395). It is demonstrably not necessary in sites with a pan-historical approach to 
interpreting their past, such as at Strawbery Banke, New Hampshire (United 
States) which offers four centuries to the visitor (Donath, 1994, 160) or Hampton 
Court Palace, Surrey (United Kingdom), which is proud of its many eras of royal 
(and republican) habitation (Sturgis, 1998). In some cases, the lack of a 
sympathetic environment for a costumed interpreter may offer what Brecht (1898- 
1956) termed “alienation”: at Colchester Castle, tours by Roman slaves take place 
in a modern display area. This, it is hoped, prevents the visitors' suspension of 
disbelief, discouraging them from losing themselves in the performance and 
encouraging them to think consciously about it (Seaman, 1993, 36).
Costumed interpretation does not have “to simulate life in another time” if the aim is 
to communicate what is known about another time (from conventional research into 
primary and secondary sources) and to stimulate visitors to think about it (Alsford 
and Parry, 1991, 15). What muddies the waters - even for sites which are clear they 
are engaged in communication with visitors rather than recreating the past or 
experimental archaeology - is that marketing literature is frequently at odds with 
curatorial endeavours (Alsford and Parry, 1991,15).
There is a relevant distinction to be made here between museums and other 
historic sites which employ people in costume. Sites such as pioneer villages, 
reconstructed forts, stately homes, industrial complexes and even ships are historic 
environments in which the interpreters appear as though they lived, worked or 
otherwise occupied the place at a particular point in its history. Some indoor 
museums (and heritage centres) have objects displayed in traditional room settings 
which function as mini-historical environments for the costumed interpreters to 
inhabit. But in most museums and galleries, people in costume tend to work with 
objects in exhibition spaces or in auditoria with banked seating for visitors, and 
lighting and sound facilities. In a few cases, mini-auditoria are sympathetically 
included in the galleries.
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Publicity leaflets for the latter make claims which the site's curators find difficult to 
endorse: an invitation to “time travel to 1848” at Hale Farm and Village in Ohio 
(United States) is a typical example (McMahon, 1999, 14). A contradiction is 
apparent at Blists Hill in Ironbridge (United Kingdom), where the museum says the 
village is “a possibility rather than absolute fact” while the souvenir guide book 
claims “Blists Hill is the next best thing to time travel” (Shafernich, 1993, 54). A 
survey of advertising material published by Australian historic sites concluded that 
invitations to visit “a bygone age”, “a faithful representation” or “a truthful and 
intriguing view” of the past are routinely offered to visitors (Pearce and Moscardo, 
1985). It is marketing, it seems, which claims much for costumed interpretation 
(Barnes, 1974, 202; Seaman, 1993, 26; Sansom, 1996, 134; Shafernich, 1993, 46) 
and often provides the money and impetus for its introduction (Lewis, 1994, 333; 
HRPA, 1993, 12). It is assumed that the promise of colour, spectacle and liveliness 
will broaden the appeal of the site beyond its traditional visitors (Light, 1996, 184) 
and differentiate it from its competitors (Evans, 1991, 149). Historic sites find 
themselves with “a ‘double mandate' to act as both an entertaining tourist attraction 
and an educational resource and often end up caught between the two, satisfying 
neither objective” (Hughes, 1989, 53). Costumed interpretation “is praised for the 
extensive historical research it often requires but damned as frivolous show- 
business entertainment” (Leon and Piatt, 1989, 64).
In those places where victory has gone to the marketeers, “the educative function 
has been almost entirely subordinated to the satisfaction of visitor expectations.
The three-dimensional stage-sets, actors, storylines, and so on can be seen as the 
result of an attempt to put television realism into museum form, with an extra 
‘experiential' dimension. So much so, that a leading British exponent of the open- 
air museum now finds that parts of Ironbridge and the whole of Beamish are trying 
to achieve what television could do better, and that a return to scholarship and 
collections of scientific value is needed” (Lumley, 1988, 15).
“There are ways to keep this genre honest, but if verifiable accuracy is not a priority 
these techniques will often not be applied ...The transmission of information should 
adhere to the ethics of historians - not dramatists or fiction writers” (Fortier, 1989, 6). 
Curatorial staff remained in control of several experimental theatre projects in the
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United Kingdom. One practitioner advises researching the best way to build a 
collaborative relationship with an arts organisation and to take professional advice 
on contracts (Whittington, 1996, 25). Fourth-wall presentations are easier to control 
than other forms of costumed interpretation in the development stage. Scripts are 
available for review and amendment, actors are hired to voice the scripts and may 
be called to account if they deviate from them, and a theatre company has a 
recognised structure with which an historic site can draw up a contract. The 
Valentine Museum in Virginia (United States) requires its contracted theatre 
companies to present the museum with the first draft of one of its interpretive 
monologues by a specific date, the first draft of the remaining interpretive 
monologues by a later specified date, and for rewrites to be completed two weeks 
before the opening of the exhibition to which they relate (Valentine Museum, 1993, 
63).There is formal approval system at the Science Museum of Minnesota (United 
States). Guidelines for script development were agreed between the education and 
curatorial departments. Curators sit in on scripting and rehearsals to provide 
feedback on accuracy and appropriateness. Once a script is written, the curator 
reviews it and must sign a formal approval; “because they have to sign, they look at 
the scripts very carefully” (Quinn, 1981, 264).
Scripts are best developed as “a pact between curator, visitor, playwright, actor and 
a specific site” (Findlater, 1996). In such collaborative ventures, a recognition of the 
other group’s subculture on both sides and identifying shared values is 
recommended by a manager using reenactors (Hemenway, 1995, 171) and a 
curator at the Powerhouse Museum who worked with actors. Each side had to 
“learn to articulate our processes” (Beattie, 1997, 109). The Science Museum of 
Minnesota presents four to eight presentations a day lasting 15 to 40 minutes each 
from a repertoire of 15 to 20 per season. These are written by playwrights in 
consultation with a curator or specialist (Bridal, 1993, 16). The Action Replay 
Theatre Company, the resident actors at the National Museum of Film Photography 
and Television in Bradford (United Kingdom) worked with curators and museum 
education staff. Each performance related closely to the galleries and collections 
within which it was performed (Hooper-Greenhill, 1994, 98).
Short-lived projects, such as those devised by the Curtain Theatre at museums in 
the United Kingdom, benefit from “good actors [who] are trained to be able to give a
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quality performance, time and again ... If actors are working with a script, variations 
in content and concept are few” (Grinell, 1979, 20). However, for daily costumed 
interpretation, a permanent company is preferable (Lewis, 1994, 333). “The 
intensity of regular performance and the consequent exhaustion was immediately 
apparent” at Wigan Pier in Lancashire (United Kingdom), “actors had to be 
carefully rotated, rested and moved around. They needed the challenge and the 
refreshment of a wider variety of roles than we had originally planned” (Lewis, 
1994,333).
One of the recommendations in a report on the use of actors at the Science 
Museum in London (United Kingdom) was that “the concept of a script be 
abandoned in preference to content guidelines” (Bicknell and Mazda, 1993a, 52). 
Although improvisation requires no script, agreed outlines are used to shape a 
piece: “Though exact exchanges with visitors might not be fixed, there is a lot of 
preparation required for improvisation. The improviser must have a firm footing in 
the character and/or subject at hand and understand clear lines of appropriate 
discussion. The parameters of exchange must be rehearsed and set out 
beforehand ... Improvisation allows for a wide range of information to be touched 
upon, most often determined by the audience’s interest” (Hughes, 1998, 60-61).
There has to be a trusting relationship between the interpreters and the curators 
involved in a collaborative project which lacks a script. At the Powerhouse Museum 
in Sydney (Australia), there was nervousness from the museum staff that there was 
no script that could be read in advance (Beattie, 1997, 109). Sometimes this trust 
may evolve as it did at Wigan Pier in Lancashire (United Kingdom): “Scripts were 
not sacrosanct. A core script was only a starting point. They had to be free to adapt, 
within the bounds of historical accuracy and good taste” (Lewis, 1994, 333). The 
danger of this strategy is that the outline script tends to change week by week, and 
that emphases are gradually altered to please audiences at the expense of 
accuracy: “Factual errors can also creep in: apocrypha appear, dates change, 
scientific inaccuracies intrude and so on .... The only way to avoid this is by 
investing in ... regular checks ... this is an essential and expensive overhead to the 
cost of any programme” (Farmelo, 1993, 50).
“As one who began as an academic, I had (and probably still have) more of a
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sense of control over interpretation when it is in gallery form or written down on 
outdoor signs. The translation to human interpretation is always exciting but 
challenging and somewhat dicey. One has an imperfect influence over what guides 
and interpreters actually say to visitors, and there is wide room for the interjection of 
personal points of view that may deviate substantially from the ‘party line’ laid down 
in training sessions” (Porter, 1989, 50).
The Ukrainian Cultural Heritage Village employs two interpretation officers, who 
supervise the interpreters (Lefsrud and Caron, 1994, 67). At.first, the Beamish 
“interpretation staff were under the control of the museum’s marketing department. 
After some debate they became the responsibility of the curatorial team. This 
enhancement of their role was, and still is, intellectually important. It reinforced the 
museum’s belief that the interpreters are there to provide both education and 
entertainment, not merely the latter” (Lewis, 1994, 333). The site manager 
recognised there was “a need for constant vigilance to preserve authenticity” 
(Malcolm-Davies, 1990a, 27). A similar shift has taken place at the Historic Royal 
Palaces in the United Kingdom. The contractors providing costumed interpretation 
were brought in by the marketing department in 1992 and subsequently moved to 
the curatorial department when the whole organisation was restructured in 1999 
(HRP, 1999).
Notwithstanding those few documented projects which have successfully produced 
fourth-wall presentations or interpretive characters, the lines of communication 
between curators and costumed interpreters seldom ensure that scholarship filters 
down to the front line. Training, for some practitioners, is described in terms of 
damage limitation rather than staff development: “The staff will constantly be 
forgetting the information it should know and inventing vivid substitutes. Between 
the inaccurate things they say and the inappropriate things they do, much planning 
and effort will be required merely to ensure that the animation programme avoids 
being absurd” (Fortier, 1991a, 21). If training adopts this tone, it is not likely to 
motivate staff effectively. Only some of the interpreters who join a site will be flush 
with “interpretive impetus,” “an evangelical calling” or “a mission” to make history 
meaningful to others (Roth, 1998, 3). Curatorial staff’s own training “as scholars 
and connoisseurs produces a natural tendency to be more interested in other 
aspects of their jobs than ongoing staff training” (Leon and Piatt, 1989, 82).
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Historians at Colonial Williamsburg like to have as little to do with the front line staff 
as possible (Gable, 1996, 197).
There is a convenient myth that good costumed interpreters are born and not 
made, that people with personal charisma (Stevens, 1981a), talent and 
imagination (CEI, 1987, 8) are to be found by chance rather than created through 
staff development. Successful costumed interpretation, it has been argued, 
“requires interpreters who are good communicators. Authentic costumes, lavish 
sets, action and effects cannot make up for such a lack. Success does not lie solely 
with the budget" (CEI, 1987, 8). “Few people combine the quite different skills and 
talents of actors and interpreters; it may be necessary to create them through 
training” (Alsford and Parry, 1991, 18). But training courses which cover content 
and presentation comprehensively require time and money, “which at the moment 
puts highly trained, full-time interpreters well beyond the reach of most historic 
sites” (Hicks, 1994, 74). “One can only hope that the benefits of personal 
interpretation outweigh its risks, because few historical museums can afford the 
sort of intensive training and monitoring of guides and interpreters that is necessary 
for good ‘quality control’ in interpretation” (Porter, 1989, 50). An exception is the 
especially trained staff coached in 19th century commercial practice for a new store 
exhibit at Sovereign Hill in Victoria (Australia) (Evans, 1991, 150).
The casual visitor will often encounter a reenactor or theatre performer, neither of 
whom will have the will or knowledge to tackle complexities (Sansom, 1996, 120). 
Some studies suggest that actors should not be “expected to know everything 
about the subject of the plays they perform. They are, after all, hired for their 
communicative - not scientific or historic - skills” (Hughes, 1998, 107; Munley, 1993, 
73). At the National Museum of American History in Washington (United States), 
curatorial staff were comfortable with actors “as disseminators of information” 
provided they pass on questions for which they do not know the answer (Munley, 
1993, 80). “Playwrights working in the field must chart their references and share 
them with the actors, who might be called to clarify points with the visitors” (Hughes, 
1998, 75). “As well as being a skilled performer and educationalist [the interpreter] 
must be prepared to thoroughly research the factual content of his/her 
interpretation and work in close collaboration with subject specialists” (Seaman, 
1993, 6-7). At the Boston Science Museum “each actor develops a character from
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research, often provided by a curator, and shapes the outline of a performance for 
him or herself. Not all actors have this ability” (Hughes, 1998, 61). Littlecote House 
in Berkshire (United Kingdom) employed “a team of entertainers, recruited for their 
street theatre backgrounds, who were unable to develop historical characters 
despite a research library at their disposal” (Malcolm-Davies, 1990c, 23).
Improvised costumed interpretation is normally delivered by content specialists 
(Hauser, 1997, 129). At the Tower of London, the costumed interpreters were “not 
actors but trained researchers ... all graduates, with some doctorates” (Herbert, 
1993). The actors at the Science Museum of Minnesota are expected to do a great 
deal of research in order to talk knowledgeably with visitors, even after the most 
traditional of theatre performances (Quinn, 1981, 264). Whether a script is written 
by a collaborative team or improvised by the interpreters themselves, they need to 
be “researchers who can go deeply into the materials of social and cultural history 
and interpretive planners who can take the material and translate it into something 
approximating a script, but without that fixed immutable quality” (Hawes, 1991, 90).
“There are limitations to the degree to which this sophisticated historical knowledge 
can be transferred to the public” (Leon and Piatt, 1989, 80). Turnover of staff is a 
particular problem. The interpreters at Old World Wisconsin are not offered year- 
round employment and many stay for a single season. There is a limit to how much 
detailed information they can absorb and they cannot develop a complete range of 
teaching techniques for presenting what they know (Leon and Piatt, 1989, 80). 
Annual training is all that many sites offer, especially if they are only fully staffed or 
fully open for the summer season: “Some staff are permanent; others are seasonal. 
Many return each year. All receive training before Easter” (Lewis, 1994, 333). At 
Wigan Pier in Lancashire (United Kingdom), actors were given 12 month contracts 
initially, the minimum period which the management believed was needed to 
develop skills (Lewis, 1994, 333). However, by 1990, they were offered four-month 
contracts (Masters, 1990, 24). The Museum of the Moving Image employed actors 
on three-month contracts (Malcolm-Davies, 1990, 27). In 1991, the Ukrainian 
Cultural Heritage Village employed only nine full-time interpreters and more than 
60 seasonal interpreters (Lefsrud and Caron, 1991, 67). Bent’s Old Fort (Colorado, 
United States) offers just two year-round posts to the “blacksmith” and “Mexican 
labourer.” All other costumed interpretation jobs are seasonal - from May to
257
September (Gardner, 1991, 56). Plimoth Plantation in Massachusetts (United 
States) recognises “there is no substitute for experience”: senior interpreters there 
are employed year-round, even though the site is seasonal (Curtin, 2001, 172).
“Extensive and elaborate training programmes for docents and interpreters are 
exceptions - the guides at Colonial Williamsburg are deemed trustworthy (look at 
all the money backing the research!), and ... at some of the other wealthy, or 
perceived-as-wealthy institutions” (Hitz, 1989, 74). “Often the interpreters are poorly 
trained and inadequately supported in their role” (Fortier, 1989, 7). Interpreters 
agree that “the training they received was inadequate” (Reid, 1992, 281). “A well- 
trained staff” (Anderson, 1991, 7) is important because “it is the interpreter that [sic] 
interprets the themes, goals and objectives of the heritage site, creates the 
message, sends the message, and to some extent controls the context” (Dewar, 
1991, 297). “The biggest challenge is to develop a staff capable of transmitting a 
sophisticated message to the public” (Leon and Piatt, 1989, 79). Two key areas of 
staff development have been identified: interpretive content and communication 
skills. What is needed is “a strong social history base ... plus more skilful 
interpretation than presently is the norm” (Benn, 1987, 28). One study of costumed 
interpretation recommended that training be provided for all front-of-house staff, 
including group interaction, handling difficult visitors, history and social history, the 
collections, period activities and crafts (Rubenstein, 1993, 124).
Content may be delivered through lectures and seminars and supported with 
written briefing papers, such as the “primers” used at Fort Louisbourg in Nova 
Scotia (Canada) and reading lists (Evans, 1996, 29). The management team at the 
Woodrow Wilson House in Washington DC (United States) wrote a detailed outline 
of the interpretive period, prepared a lengthy bibliography, and produced a model 
training manual. This became the interpreter’s “curriculum for the house” (Herbst, 
1989, 110). At Beamish “each area has a manual which is ... the museum’s 
interpretation of the period or area. These are given to all demonstrators ...[They] 
also have regular discussions with the curators to discuss how particular things 
should be explained or communicated” (Muirhead, 1992, 19). At L’anse aux 
Meadows in Newfoundland (Canada), the training manual for Viking interpreters 
has 200 pages (Markewitz, 1999, 277). Manuals are included in a list of 
recommended training materials for craft interpreters (Reid, 1992, 383).
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The Jensen Living Historical Farm is owned by Utah State University. The 
costumed interpreters are drawn from students studying for a graduate degree in 
applied history. They study a core curriculum which covers theory and practical 
skills in museum management, planning, research, conservation, interpretation, 
and marketing as well as work on the farm” (Craig, 1988a, 65). The volunteer 
members of Historic Alexandria Docents are required to attend a general 
introduction by the organisation's president and lectures on the development of 
historic sites in the United States by curatorial staff from the historic properties at 
which the volunteers serve. They undergo site-specific training, including 
observation of other docents giving tours. A 90-day probationary period leads to an 
evaluation by museum staff before full membership is granted (Nold, 1984, 32-33).
Time for continuous training and refreshment must be included in all interpretation 
budgets (Reid, 1998, 199). Staff are given opportunities for research and personal 
study at some sites. Colonial Williamsburg in Virginia (United States) offers extra 
research time as a reward for long service (CWF, 1990b, 2). Interpreters at 
Llancaiach Fawr in Nelson (United Kingdom) have one day a month allocated to 
historical research when they can read, develop their character and devise new 
storylines (Waycott, 1995, C28). Lead interpreters at Old Sturbridge Village spend 
four days a week doing costumed interpretation and on a fifth day they do research, 
interpretive planning and train other interpreters (Hawes, 1991, 90). Self-study is 
also included in the training recommended for crafts interpreters (Reid, 1992, 383).
Crafts interpreters also need training in “job mechanics” (Reid, 1992, 283). The 
Department of Historic Trades at Colonial Williamsburg and the Farmers' Museum 
at Cooperstown (New York, United States) offer training by a variety of methods 
including classroom sessions and on-the-job training (Reid, 1992, 287). At Black 
Creek Pioneer Village in Toronto in Ontario (Canada) trainees are assigned to 
senior interpreters who teach them in the same way as were apprentices in the 
past (Evans, 1996, 32). “The blacksmith's forge [at Muckross House] has been 
staffed since 1970, a harness maker’s since 1972, a bookbindery since 1982 and a 
basketmaker from 1980 to 1985. In this time 11 apprentices have qualified” 
(Donnchadha and Connor, 1996, 210).
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Aside from the specific training in interpretive content and crafts demonstration, “all 
interpreters ... need training in customer relations” according to one museum 
director (Malcolm-Davies, 1990a, 28-29). At Colonial Williamsburg, training for 
interpreters has emphasised theatrical exercises and character work, not 
orientating and helping the visitor (Carnegie, 2001, 177). To be successful, the 
interpreter should know as much about how visitors learn and remember 
information as they do about the resources or artefacts they are interpreting. 
Interpreters tend not to be well trained in “visitor communication strategies” 
(Veverka, 1997, 80). A review at the Henry Ford Museum and Greenfield Village in 
Michigan (United States) revealed weaknesses in the site's training programme, 
particularly with regard to interpretive methods and communication techniques 
(Reiss, 1984, 17).
Trainers must respect the student interpreters (Tramposch, 1983, 106) and the tone 
in which training is delivered should offer a model of the communication style 
required in the job: “If they are lectured to in training, interpreters will lecture to the 
public” (Tramposch, 1983, 106). “It is apparent that interpretive training 
programmes should emphasise the need to involve visitors in interpretation by 
relying more heavily on two-way interaction and deemphasising the standard 
lecture approach” (Ham and Shew, 1979, 42). Trainers who have first-hand 
experience of work as costumed interpreters have more credibility in this context 
than those who do not (Ryan and Hadlock-Ferrell, 1991). This is in keeping with the 
idea of “servant leadership” (discussed in chapter four), which is characterised as 
coaching rather than supervising (Mattson, 1994, 56). Time to share experiences 
should be included in regular training for interpreters (Carnegie, 2001, 178; Roth, 
1998,42).
Costumed interpreters at Blists Hill in Ironbridge (United Kingdom) undergo a 
week-long training programme which introduces them to body language, use of 
English and research skills (Malcolm-Davies, 1989b, 14). But training sessions 
involving the historical period are not given “the priority necessary to interpret the 
material to the visiting public”; ongoing staff training programmes have not been 
implemented, and staff must rely upon introductory level exhibit information sheets 
and peer exchange to gather the information they need. Volunteers do not attend 
the training programme. “Training and resource material do not equip the
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demonstration staff to lead the visitor into a discussion and critical assessment of 
issues and conflicts that affected the course of 19th century history” (Hughes, 1989, 
35-36).
At Old Sturbridge Village in Massachusetts (United States), much time and effort is 
devoted to preparation of materials and methods to give initial training to 
interpreters and then to improve continually their knowledge and skills. There is a 
three-day orientation for all new people. Part of the time is spent talking with 
researchers, curators, and the interpretation department (Hawes, 1991, 90). All this 
investment pays off when a reviewer applauds the site: “What prevents Sturbridge 
from being a historic theme park is its interpreters, clad in 19th century clothing, 
well-versed in their job and the ways of 19th century village life, and willing to 
answer questions about their work” (Roche, 1992, B22). In 1975, major 
refurnishing, research and staff training provided a new thematic approach to 
interpreting the Richardson Parsonage and the minister’s family. But once the 
management team moved on to a new project, recruits to the parsonage were 
given little attention and the lead interpreter had too many other responsibilities to 
devote sufficient time to the programme there (Leon and Piatt, 1989, 82).
The difficulties of maintaining a consistent high quality staff is illustrated by the fact 
that at some sites (for example, the Old Barracks Museum, New York, United 
States) teachers schedule visits on days when they know a particular interpreter 
will be working (Roth, 1998, 28). This calls for a system of evaluation which will 
help all costumed interpreters achieve the standards of the best. The individual is 
crucial to the attainment of the programme’s objective (Stevens, 1981a).
Tilden advocated evaluation of interpreters “by the look in their eyes” (Reyburn, 
1977, 17; Dewar, 1991, 7). Interpretation has been characterised as an art rather 
than a science, making evaluation very difficult (Dewar, 1991, 296). One of the 
greatest errors in evaluation has been to try to make interpreters fit a pattern: “We 
have developed devices such as themes, objectives, and checklist criteria ... It 
makes it easier and more credible to point to concrete ‘things’ to judge” (Ryan and 
Hadlock-Ferrell, 1991, 135). There are considerable problems in trying to evaluate 
something scientifically which most practitioners and commentators consider to be 
an art, in the same way that scientific studies do not satisfactorily determine what
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makes a good teacher in formal education (Dewar, 1991, 11-14). Coupled with this, 
there is considerable resistance to personal evaluation of interpreters (Dewar,
1991, 302-303) and the quality of what they do is “variable and elusive” (Needham, 
2000,163). A study of evaluation forms used at historic sites showed that they 
concentrated on six areas of presentation: communication management, message 
organisation, non-verbal behaviour, verbal, paraverbal language and 
communication linkage (Dewar, 1991, 181-182).
The Monterey Bay Aquarium in California (United States) developed its own rating 
scale for evaluating unscripted interpretation programmes. The supervisor 
advocates the inclusion of the interpreters in the development of this scale, testing 
the validity of the scale, and gathering visitor responses as part of the overall 
assessment of an interpreter's competence (Parsons, 1997).
At the Henry Ford Museum and Greenfield Village in Michigan (United States) a 
radical review of evaluation procedures identified goals which were intended to 
achieve an improvement in staff performance and attitude, and to increase the 
responsiveness of the education department to issues and concerns raised by the 
interpreters. Areas of competence to be evaluated included communication skills, 
historical knowledge, demonstration skills, cooperation with others, responsibility, 
dependability and flexibility, support for institutional policies, and overall job 
performance (Reiss, 1984, 14). Over-reliance on one evaluation tool (a 
supervisor’s observation, for example) was recognised as inadequate. A more 
constructive evaluation was provided by a supervisor’s’ observations, visitors’ 
comments and lead interpreters’ reviews. If all three agree, the conclusions are 
most likely to be an accurate reflection of an interpreter’s performance (Reiss,
1984, 14). Considerable resources are available - each interpreter is observed by 
two supervisors at least three times before a supervisors’ rating is decided; and by 
three or four visitors who are briefed to rate the interpreter on specific skills 
(including courtesy, clarity, conciseness and safety) before a visitor rating is 
decided. Interpreters complete a self-appraisal. A meeting between the supervisor 
and interpreter compares the ratings and agrees a final report (Reiss, 1984, 15).
A comprehensive review of 50 evaluation methods did not show a link between 
interpreters’ performances and specific outcomes for the visitor such as learning
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(Ryan and Dewar, 1995, 296). For many heritage sites, such links are assumed 
rather than proven. At others, the competitive market in which they now find 
themselves precludes publication of their research findings. “Given the fact that 
interpreters are expensive and interpretation budgets are limited, it would seem 
essential that some measure of their effectiveness as communication tools ... 
should be made. Without such information, the value of costumed interpretation 
can only be argued in terms of visitor income generation. This assigns it firmly to 
the context of ‘promotion’ rather than ‘interpretation’” (Sansom, 1996, 119).
Even costumed interpretation’s effectiveness for promotion is usually asserted 
rather than demonstrated with data. Sites do report increases in visitor numbers 
when special events are staged but claims beyond this are rarely supported with 
evidence. At the London Science Museum, 70 per cent of visitors agreed that 
costumed interpretation made them more likely to come to the museum (Bicknell 
and Mazda, 1993, 23). The promotional value of costumed interpretation events 
held at Caerphilly Castle in Wales was investigated in 1988. Visitor profiles on 
event days were compared with those on non-event days. Although more local 
people attended the site on the former, their sociodemographic profile was the 
same as those attending on non-event days. Specifically, manual workers and the 
under-30s did not attend; and families were no more likely to visit on event days 
than on non-event days (Light, 1996, 187-188).
That visitors enjoy costumed interpretation there can be no doubt (Bicknell and 
Mazda, 1993; Canadian Museum of Civilization, 1992; MacDonald and Alsford, 
1995). “In 1977, the Boston Science Museum devised a play to accompany a 
travelling exhibition about Leonardo de Vinci - 95 per cent of visitors felt the play 
added value to their exhibition experience” (Hughes,. 1998, 49). At the Canadian 
Museum of Civilization in 1992, the vast majority of respondents said that live 
interpretation enhanced their visit (Rubenstein, 1993, 121). A study of 32 visitors at 
Chiswick House in London (United Kingdom) showed that 91 per cent gave 
positive responses to the use of costumed interpreters and another three per cent 
stated it was “good for children”, which may be a positive or a negative comment 
(Cummings, 1993, 54). In a survey at Hampton Court Palace in Surrey (United 
Kingdom), 88 per cent of visitors thought the costumed interpreters brought the 
palace to life and 91 per cent found them enjoyable (Summers, 1993, 17).
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Blists Hill at Ironbridge (United Kingdom) was perceived to have a “personal, 
friendly, cosy and more of a community feeling” because of the staff in costume: 
“Visitors liked to have people tell them how everything worked and to give them 
background information about each exhibit, ‘it made history come alive’. The 
presence of exhibit demonstrators provides an effective means of interaction and 
visitors commented that they enjoyed being engaged in conversation by them and 
liked having people to talk to who were ‘friendly and cheerful’. In general, the 
interaction between demonstrators and visitors facilitates visitor participation and 
makes people feel more comfortable about the museum environment” (Beeho and 
Prentice, 1995, 240).
At Timbertown in New South Wales (Australia), the management introduced new 
craft demonstrations, ran all live activities more frequently, and added 
commentaries in the historic areas at the same time as increasing the admission 
price by 31 per cent. Despite the price rise, visitors’ enjoyment ratings for all 
aspects of the site improved by an average of 4 per cent; and authenticity ratings by 
6 per cent on average. The highest increase in authenticity was for the interpreters, 
suggesting that a higher profile for them produced benefits in all other aspects of 
the visitor experience (Pearce, 1991, 54).
Only 43 per cent of visitors spoke to the costumed interpreters at the Medieval 
Palace at the Tower of London (United Kingdom) during a study in 1993. This was 
not dependent on the visitors’ educational background, whether they were regular 
museum visitors, or whether they had experienced costumed interpretation before - 
64 per cent had never experienced it before (Hambro, 1993, 18). The main reason 
visitors found it difficult to talk to the costumed interpreters was because they were 
already busy talking to others (Hambro, 1993, 11). As many as 82 per cent of 
visitors felt that the interpreters encouraged participation by initiating 
conversations, stimulating questions, providing information about the surroundings, 
their willingness to pose for photographs, and demonstrating activities (Hambro, 
1993, 12). The vast majority of those who did speak to the interpreters received 
satisfactory answers (98 per cent) and 76 per cent felt they had learnt something 
(Hambro, 1993, 15). A survey at the Science Museum in London asked visitors 
whether they found the costumed interpreters informative in a 1993 survey - 88 per
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cent agreed this was so (Bicknell and Mazda, 1993, figure 63). At the Walters Art 
Gallery in Baltimore (United States) visitors met four costumed renaissance 
characters, who argued the merits of 16th century art. A reported 88 per cent of 
visitors felt they learned a lot or quite a bit about the renaissance (Stillman, 1993b, 
54). In a 1992 survey at the Canadian Museum of Civilization 63 per cent of 
respondents said they had learned something new from costumed interpretation 
(Rubenstein, 1993, 121).
A survey at Baltimore City Life Museums, where a fourth-wall performance (given 
by eight to ten actors) was presented to groups of ten at a time, asked visitors to 
rate the performance better or worse than traditional interpretation techniques 
against ten objectives. For each goal, between 77 and 96 per cent of visitors rated 
the performance superior. The lowest percentage was that for allowing “self­
exploration of historical information” (Jones, 1993, 57). It is noteworthy that this 
project offered a one-to-one ratio of costumed interpreters to visitors when there 
were ten actors working.
A comparative study of interpretive techniques used during a Christmas special 
event at Hampton Court Palace in Surrey (United Kingdom) showed that for 88 per 
cent of visitors there were no disadvantages to costumed interpretation 
(Cummings, 1992, 4). The study (of 200 visitors) compared the interpretive 
techniques according to visitors’ ability to recall information. Two sets of 
interpreters were working in different areas of the palace (the kitchens and the 
Tudor state apartments). They were compared with other interpretive media 
available in those areas (an audioguide, a guidebook, an introductory model in the 
kitchens and panels in the state apartments). The costumed interpreters in the 
kitchens were present throughout the day, undertaking tasks necessary to prepare 
food. The costumed interpreters in the state apartments provided two forms of 
interpretation: a presentation with music and dance, and a lecture at specific times 
during the day.
The percentage of correct answers overall was low -= only 14 per cent of visitors 
recalled accurate information in the kitchens and only 28 per cent of visitors did 
likewise in the state apartments (Cummings, 1992, 3). The introductory model 
produced the highest number of correct answers in the kitchens, while the lecture 
presentation did so in the state apartments. However, the costumed interpreters
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were the medium most used by visitors in the kitchens (87 per cent), whereas the 
panels were most used in the state apartments (77 per cent). The medium 
regarded by visitors as the most informative in the kitchens was the live 
interpretation (67 per cent) while in the state apartments it was the presentation 
with music and dance (61 per cent). This study suggests that if the goal of 
interpretation is to educate then models and panels are more effective than 
costumed interpreters. However, visitors do not use models and panels as much 
and believe costumed interpreters to be more informative (Cummings, 1992, 6). It is 
arguable that in this study the presence of costumed interpreters distracted visitors 
from using the model and panels and if more people had paid attention to them 
there may have been more correct answers (Cummings, 1992, 7).
At Colonial Williamsburg visitors to Wetherburn Tavern had an impressive level of 
recall and understanding with regard to specific interpretive objectives (Sansom, 
1996, 122; Graft, 1989, 137). A survey at London’s Museum of the Moving Image 
showed that 71 per cent of visitors felt the costumed interpretation enlivened their 
visit and 57 per cent thought they imparted information about the sociological 
significance of film successfully (Malcolm-Davies, 1990a, 27-28).
It is arguable that short-term recall of information is an inadequate test for the 
complex business of learning (as discussed in chapter 3). However, this is a 
popular model for measuring the effectiveness of interpretive media. In the 
Apprentice House at Quarry Bank Mill in Shropshire (United Kingdom), costumed 
interpreters were introduced to provide guided tours with two objectives: conveying 
messages about life as an apprentice in the mill in the 1830s (specifically the lack 
of individuality accorded the workers and the strict routine of daily life) and 
providing an entertaining and atmospheric experience which visitors would feel 
was honest (Badman, 1990, 20). A pre and post-visit study surveyed 100 visitors 
(50 before and another 50 after tours) to measure visitors’ attitude change on 14 
statements about life in the Apprentice House. Six statements showed a statistically 
significant change and another three showed some change, showing that the 
costumed interpretation was conveying messages effectively. The area for 
improvement highlighted by the study was that visitors did not feel that the house 
had an atmosphere of 1830s activity (Badman, 1990, 21).
Plimoth Plantation in Massachusetts (United States) set itself the target of
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interpreting religious differences among the 17th century community after an 
evaluation in the mid-1980s highlighted this as a weakness in visitors’ 
understanding. New research and a greater focus on the subject by interpreters 
produced an improvement: half the visitors questioned were able to demonstrate 
their understanding of the strained relationship and one third understood how 
difficult life was for the minority group (Stover, 1988; Stover, 1989,15).
A study of costumed interpreters at the Minnesota History Center showed that 
visitors expressed their enhanced enjoyment of the site in terms of learning (Litwak 
and Cutting, 1996). A 1995 survey asked whether and how the costumed 
programme had made the visit more enjoyable. Respondents were invited to 
explain whether and how the costumed interpreters had made their visit more 
enjoyable, less enjoyable or left it about the same. Their unconstrained comments 
were categorised to provide a detailed insight into the concept of “enjoyment” 
(Litwak and Cutting, 1996, 59). Visitors who said the programme made their visit 
more enjoyable were more likely than others to say it had increased their learning 
(63 per cent). The educational value of the visit was the most frequent reason given 
for the costumed interpreters enhancing the visitor experience. Other contributory 
effects were the personalising of history (18 per cent), increased engagement with 
the subject matter (14 per cent), social interaction (15 per cent), and entertainment 
value (16 per cent) (Litwak and Cutting, 1996, 58-71).
Despite these few examples which show what visitors can gain from costumed 
interpretation, a lack of clear objectives, appropriate training and evaluation turns 
most costumed interpretation into simple messages about the past, instead of 
tackling its complexities and diversities (Benn, 1987, 3). “Summer heat, crowds, 
and weary tourists are but three of three thousand extenuating circumstances that 
will tempt museum teachers to keep their interpretations short, sweet and 
superficial” (Carson, 1991, 28). Even among well-trained interpreters, blame for 
costumed interpretation going no further than the superficial is laid at the visitors’ 
feet. Many costumed interpreters put the responsibility for addressing difficult 
issues on the visitor (Crang, 1996, 425). After criticism of a costumed interpreters’ 
D-Day project at the Imperial War Museum, Duxford (United Kingdom), a manager 
protested: “The answers were there, if the visitor knew how to ask the right 
questions” (Wade, 1994, 13; Malcolm-Davies, 1995, 27). “There is almost no topic
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that is so taboo that it will not be discussed if a visitor is willing to enquire about it” 
(Roth, 1998, 27). The idea that a visitor should be rewarded for his or her efforts is 
another frequent theme: “The more torrid tidbits of conversation can be reserved as 
a ‘reward’ for the intrepid museum-goer” (Roth, 1998, 166-167). Pioneers in the 
field cast the visitors in the role of detective or anthropologist: “It was as if the 
visitors coming to the exhibit... to experience a community and elicit from it what 
they could” (Deetz, 1991c, 210).
The tendency of costumed interpreters to shift responsibility to visitors illustrates a 
fundamental problem of the genre. The opportunity the interpreters think they are 
offering the visitors is not clearly understood by them. The results of a study of 
costumed interpreters at work at Northwest Trek Park (Washington, United States) 
are instructive in this regard (figure 48 - page 269). The criteria the costumed 
interpreters used to evaluate their own work was substantially different from those 
used by visitors: only eight of the 36 favourable comment categories and eight of 
the 36 unfavourable comment categories coincided for interpreters and visitors 
(Ham and Shew, 1979, 41). The data suggest that only 22 per cent of what 
interpreters do well or badly coincides with what visitors care about; and that 
interpreters tend to view the visitors and the setting as the critical factors rather than 
their own performance. This is particularly true when assessing what was poor - the 
visitors and the setting were identified as problems more often (64 per cent) than 
the interpreters’ skills and content (36 per cent). A tour group, for example, may be 
referred to as “unresponsive”, “interested” or “personable” rather than the 
interpreter’s own performance being judged “unprovocative” or “lacking in 
enthusiasm” (Ham and Shew, 1979, 42). The behaviour of children (polite or 
unruly) was frequently used as a barometer of whether an interaction was 
successful or not (Ham and Shew, 1979, 42).
This attitude betrays costumed interpretation’s roots in many different fields which 
have had little room for the visitor: theatre’s performances, reenactors’ fantasies, 
craftspeople’s processes, first-person interpreters’ complicated games and third- 
person interpreters’ superficiality all constrain costumed interpretation’s potential. 
The themes highlighted by this discussion are the need for agreed goals for 
costumed interpreters and the provision of appropriate training and management.
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Figure 48: Differences in visitors and costumed interpreters' views of 
favourable and unfavourable costumed interpretation
(Ham & Shew, 1979, 42 & 43)
bold shows areas of agreement between visitors and interpreters
Visitors■ Interpreters'
comments comments
Good Bad Good Bad
Thought provoking V X (content) No purpose
New information V X (content) Too much information
Surprise V (content) N/A
Good answers V X (content) Poor answers
Complexity simplified V X (content) Too technical
Eloquent interpreter V (skills) X Inarticulate
Courteous interpreter V (skills) N/A
Continuity V X (skills) Disjointed
Likable interpreter V (skills) N/A
Enthusiastic (interpreter) V X (skills) X Unenthusiastic
Humour V X (content) V Dry lecture
Music V (content) V N/A
Verbal participation V (content) V
Physical participation V (content) V
Pleasant environment V (setting) V
Realism V X (setting) V X Lack of realism
Observable animals V X (setting) V X Too few animals
Small audience V X (setting) V X Large audience
Short duration X (content) V X Long duration
X (setting) X Noise
X (skills) X N e rv o u s  in te rp re te r
X (skills) X Gabbled (interpreter)
X (skills) Too loud
X (setting) Trouble seeing
X (skills) Inadequate explanations'
, X (setting) Inactive animals
Polite children (visitors) V X Unruly children
No interruptions (visitors) V X Hecklers
Interested audience (visitors) V X Inattentive audience
Responsive audience (visitors) V X Unresponsive audience
Large audience (setting) V X Small audience
Weather (setting) V X Weather
Other staff co-operated (setting) V X Other staff rude
Interpreter remembered outline (skills) V X iterpreter groped for thoughts
Interpreter in good mood (skills) V X Tired interpreter
(skills) X Insufficient materials
(visitors) X Unruly adults
(setting) X Activities competing
(setting) X Inadequate setting
(visitors) X Late arrival (audience)
(setting) X Scheduling conflict
(visitors) X Others wandered by
Audience had fun (visitors) V
Lingering audience (after) (visitors) V
Audience grew during (setting) V
Interpreters Interacted (setting) V
Personable audience (visitors) V
Interpreter learned from audience (skilis) V
Good audience questions (visitors) V
Interpreter told anecdotes (content) V
269
One of the fundamental principles of costumed interpretation at historic sites is that 
it is for the benefit of visitors. Since “it is undesirable for any interpretive technique 
to emphasise the sender rather than the receiver” (Fortier, 1989, 17), a discussion 
of the visitors’ pivotal role in costumed interpretation is the subject of the final 
chapter of the literature review. It discusses the goals, training and management of 
costumed interpreters most appropriate for visitors.
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Chapter 8 
Solutions, solutions, solutions
There is some evidence to suggest that visitors wish to learn during a visit to an 
historic site (as discussed in chapter two) and that site managers tend to see their 
mission in terms of educational objectives (as discussed in chapter three). From 
these observations, it may be suggested that the purpose of costumed 
interpretation is usually educational. This also has some support from ground rules 
set out at a conference on theatre in museums held in Bradford (United Kingdom) 
in 1993: the information conveyed must be based on research and be accurate, 
have authenticity or credibility, it must include the visitors rather than simply 
broadcast information, the interpreter must have a commitment to the task of 
interpretation, and be supported and trained for it by the museum, in particular by a 
clear statement of his or her role and function (Price, 1993, 19). These ground rules 
suggest that the costumed interpreter has similar responsibilities to the non­
costumed interpreter in terms of the structure and content of an interpretive 
exchange (figure 49 - page 272).
A live interpreter is one feature of successful exhibit design which inspires 
mindfulness, a prerequisite for learning (as discussed in chapter three): “People 
stop most at people” (Ward, 1980; Herbert 1989b, 209). Costumed interpretation 
offers one further advantage: costume. It is a novelty, and novelty stimulates 
mindfulness too (Moscardo, 1996). A costumed interpreter’s appearance is the 
most immediate form of communication with the visitor (as discussed in chapter 
six). Having interpreters wear period dress, carry props, or assume roles can 
enhance the programme and the chances that visitors will remember important 
concepts and ideas (Falk and Dierking, 1992, 157-8).
Costume offers an opportunity to build bridges between the site and the visitor 
because it is both tangible and familiar (Blackstock, 1982, 10). Overcoming its 
potential as a barrier to communication is one challenge; ensuring it does not 
remain superficial is another. This chapter explores the ways in which visitors 
understand the past and investigates how costume and the costumed interpreter 
can best capitalise on them. “Costumed interpretation should not be an interpreter 
dressed in historically accurate period clothing making a narrative presentation
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Figure 49: Purpose and likely client response in various parts of an 
interpretive interaction (after Mali & McArthur, 1998, 175) ______
Part of the tour Purpose
Staging
Introduction
Body
Conclusion
Greet and welcome clients 
Establish rapport 
Provide strategic information 
about the experience to follow
Create interest in interpretive 
theme and introduce conceptual 
framework by linking the key 
parts of the tour with the key 
interpretive messages 
Update the most pertinent 
strategic information
Link the interpretive messages 
to pertinent sites and objects 
of interest
Open each discussion up for 
questions
Update the most pertinent 
strategic information
Reinforce the conceptual 
framework by linking the 
various attractions with 
interpretive messages 
Seek feedback on the experience 
Leave follow on questions 
for further thought by clients 
Thank clients for their 
involvement
Client response
Feel accepted and more comfortable
Feel more confident that needs will be 
taken care of
Realise that the tour is coordinated and may 
be mentally stimulating
Feel more confident that all needs will be 
taken care of
Feel that each part of the tour is related
and has a purpose
Feel intellectually stimulated
Feel confident and comfortable that focus
can remain on enjoyment
Feel awakened and enlightened
Feel that ideas can be taken away and 
built upon
Feel that interpreter cares
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which could be made as effectively in uniform. The costume dictates a 
fundamentally different approach to the development of the presentation” (Rudd, 
1991, 285). “Simply dressing up is not enough!” (Sinks, Dyke and Dagnell, 1988, 
41). Even if every detail is correct “from their stockings to the ribbon on their cap,” it 
is possible for costumed interpreters to miss the mark: “There is much more to 
history than meets the eye” (Peterson, 1988, 29).
Costumed interpreters do play an important role in contributing to the atmosphere 
of the visitor experience at historic sites (Shafernich, 1993, 46). In its most common 
forms, the costume is merely “decorative” (Crang, 1996, 422); it contributes to the 
visual impact of the site (Dewar, 1991, 72). It enhances the scene (Smith, 1980, 33) 
and adds to its visual interest and enjoyment (Riddle, 1994, 262); the costume and 
props add extra “realism” (Sinks, Dyke and Dagnell, 1988, 41). “Costume helps 
visitors to appreciate the full nature of a particular way of life” (Smith, 1980, 33). A 
telephone survey of managers at 23 costumed interpretation sites in Ontario 
(Canada) reported that “overwhelmingly, it was argued that reproduction costume 
... adds to the period atmosphere of the recreated setting” (Tait, 1989b, 58). Visitors 
in a survey at the Tower of London (United Kingdom) in 1993, remarked that 
historically clothed interpreters “make it more authentic” (Hambro, 1993, 7).
A study of 100 visitors at Old Sturbridge Village in Massachusetts (United States) 
revealed that interpreters who had incomplete costumes, lacked enthusiasm, and 
were not roleplaying had very little effect on visitors’ sense of the past (Hayward 
and Jensen, 1981). The three issues were highlighted in one question making it 
difficult to determine which were most relevant (Roth, 1998, 217). At another historic 
site, visitors “did get an overall sense of going back in time” even though their 
interactions with costumed interpreters were limited to naming artefacts in the 
exhibits (Pearce, 1984, 143). Costumed interpretation does much to help visitors 
visualise the occupants of the site but “has a limited interpretive value” if all it does 
is demonstrate “how they dressed” (Sansom, 1996, 122). Costumed interpretation 
does not often extend beyond activity or craft demonstration (Wilkinson, 1993, 393). 
At Colonial Williamsburg in Virginia (United States), “costumed staff members may 
talk about contentious Virginians ... but the visitor is likely to remember contented, 
friendly, well-fed and well-clothed men and women who live in an unusually 
pleasant and pretty town” (Leon and Piatt, 1989, 74).
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Costumed interpreters undoubtedly have the opportunity to interpret the human 
history of a site, from the daily toil to the “intangibles of life” (Summers, 1993, 16) 
but there is little evidence that they do (Sansom, 1996, 119). A person in a Celtic 
costume turning wood on a lathe is only a person in fancy dress demonstrating a 
craft; a costumed guide describing the architectural developments of a site is only 
someone recounting building phases - both fail to have strong human interest 
themes (Sansom, 1996, 120). Despite the careful representation of five immigrant 
cultures at Old World Wisconsin (United States), a graduate student visitor 
complained that the costumed interpreters failed to add any depth or detail to the 
information presented in the museum's orientation slide programme (Leon and 
Piatt, 1989, 80). A pilot review of a costumed interpretation programme at the Forest 
History Center in Minnesota (United States) concluded: “The strength of social 
historical interpretation was not fully realised ... particularly in relation to the themes 
of work, family and community” (Woods, 1993, 76).
Effective costumed interpretation requires clear educational objectives, a sound 
knowledge of the factual content of the collection or site, and the skills to perform 
effectively (Seaman, 1993, 17). Skills for costumed interpreters are, in part, the 
same as those required by non-costumed interpreters, particularly editorial and 
presentational skills (as discussed in chapter four). Training and experience help 
develop these (MacLean, 1995). “Often hours of practice are required to master the 
nuances of the presentation” (Risk, 1994, 325). Accurate research (Fortier, 1989, 9; 
Leon and Piatt, 1989, 80; Robertshaw, 1992, 19; Roth, 1998, 37; Reid, 1998, 197) is 
especially important for a medium which is a powerful stimulus to fantasy and 
imagination (Seaman, 1993, 17). Without a soundly determined and clearly 
documented interpretation and education plan and definable institutional goals, a 
costumed interpretation programme will not realise its potential (Hughes, 1989, 21). 
Conner Prairie in Indiana (United States) has “agreed not to address an issue or 
topic until it has been fully researched, coordinated by the education staff, and 
appropriate staff training has been offered” (Vanderstel, 1992, 72). These are the 
prerequisites of costumed interpretation from the historic site and its costumed 
interpreters' points of view but do they serve the visitors’ requirements? Studies of 
tourists’ and staff’s views of visitor activities confirm that it is dangerous for site staff 
to assume they know how the visitors think about the resource (Pearce, 1988, 204;
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Beeho and Prentice, 1996, 484; Markwell, Bennett and Ravenscroft, 1997, 97). 
“Visitor expectations and preconceived notions and needs ... must be a definite 
consideration and concern for effective interpretation” (Kehr, 1992, 104). Visitors’ 
attitudes, lifestyles and personalities are the criteria used to categorise them in 
progressive tourist attraction marketing (as discussed in chapter two). The concept 
of the visitors’ travel career ladder (figure 50 - page 276) includes both their 
physiological needs and other needs which are addressed once those of lower 
priority are satisfied (Pearce, 1988, 29). An episode reported by a researcher at Old 
Sturbridge Village in Massachusetts (United States) illustrates the 
inappropriateness of “self-development” for a visitor whose family relationships are 
a preoccupation. The researcher approached the woman, who said “You don’t 
want to know about my day.” When the researcher pressed her, she gestured to her 
family: “I had a terrible day ... because I had to come here with them.” One of the 
three children, a sheepish little boy, admitted “We were bad today” (Piatt, 1993, 20).
One of the vaunted advantages of live interpretation is its ability to adapt to the 
individual needs of the visitor: “The interpreter [sic] can instantly ‘read’ an audience 
and make adjustments ... to help relate to the different audiences they encounter” 
(Veverka, 1997, 85). “The interaction between the visitor and the interpreter allows 
for subtle modifications of the type of information that can be given in answer to a 
question and the conversation that develops subsequently will be suited to the 
specific needs of an individual” (Robertshaw, 1992, 18). The training the costumed 
interpreters receive at Beamish in County Durham (United Kingdom), for example, 
helps them read how the individual visitors will react to them and adapt their 
manner accordingly (Flanagan, 1996, 1996, 6). At Sovereign Hill in Victoria 
(Australia), interpreters aim to “converse with visitors rather than talk at them” 
(Evans, 1991, 149). At many sites, interpreters tend to distinguish visitors by crude 
criteria only: “sex, age and/or... appearance” (Roth, 1998, 79).
In many ways, these categories are traditional ones: visitor studies have 
concentrated on demographic differences (as discussed in chapter two) and these 
are most obvious by the evidence of sight alone. However, it is potentially 
dangerous to use stereotypes in considering how to tailor an interpretive exchange. 
Families are typically no longer the nuclear family, which makes up only nine per 
cent of United States households and about five per cent of United Kingdom
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households. A family is more likely to be a group of adults and children where a 
range of relationships may be represented: parents, step-parents, grandparents, 
step-grandparents, siblings, cousins, friends. Any one group may include babies, 
lively young children, tired parents and elderly grandparents. “The physical, social 
and personal needs of a family group include those for all members of the group” 
(Hooper-Greenhill, 1994, 102).
The best available evidence for differentiating people is appearance (as discussed 
in chapter five). Using age to differentiate visitors has its pitfalls. It is insufficient to 
distinguish between children and adults; children go through stages during which 
their understanding of the world changes drastically. Explaining time to a five-year- 
old makes little sense and expecting empathy with different points of view is 
fruitless until people reach their teenage years (Roth, 1998, 138 & 151). However, 
there is little evidence of training courses for interpreters which include the 
psychology of dress. Visitors who proclaim what is important to them in their choice 
of clothes are providing vital clues for interesting subject matter in interpretation. 
Nevertheless, one interpreter proclaimed: “If she’s wearing a habit, I try not to talk 
about Catholics” (Roth, 1998, 113).
Appearance does not, however, differentiate between visitors with different ways of 
perceiving the world. These have been identified and labelled by psychologists 
and education specialists, including Piaget (1967) and Bruner (1965). Subsequent 
studies also stress the variety of ways in which people learn (the repercussions of 
this for exhibit design were discussed in chapter three). There are people who think 
linguistically, logical-mathematically, musically, spatially, body-kinesthetically, 
interpersonally, and intrapersonally (Gardner, 1983). Learning styles differ too: 
visitors who like to learn by feeling seek concrete experiences; visitors who like to 
learn by watching and listening are reflective observers; visitors who like to think 
about ideas learn by abstract conceptualisation; visitors who like to be doing things 
learn through active experimentation (Crawford, 2000, 131). Some visitors will 
prioritise paying attention to the interpreters. Others will pay more attention to their 
companions or enjoy their surroundings in a less focused way, demonstrating the 
difference between central and peripheral processing (Loomis, 1996, 40).
A visitor who sees him/herself as a knowledgeable expert wants to share his/her
277
own experience, knowledge and competence. A family historian wants to “activate” 
relevant family stories. A married couple may want to socialise and relax. A parent 
and child seek a predominantly educational experience (Silverman, 1995, 162- 
163). “In trying to reconstruct the past, we merely make the best we can of i t ... 
preconceptions arise from a lifetime’s scholarship, our general reading, a quiet look 
at a guide book, or even if they are of the most puerile and anachronistic kind, an 
expression of our inability to imagine any way of life other than our own and our 
subsequent interpretation of all past life in terms of the present” (Horne, 1984, 27). 
Visitors have even been categorised (figure 51 - page 279) according to their style 
of interaction with an interpreter (Ryan, 1994, 38-43). Having emphasised the 
diversity of visitors and the need to respond to them as individuals, a review of 
studies in a variety of disciplines suggests there are at least five common 
characteristics in the ways people think about the past (Silverman, 1997, 4). These 
are:
1) Through the impact of first-hand experience;
2) By using the life story as a medium for learning about the past;
3) By using trusted individuals as sources of information;
4) By understanding objects and artefacts as symbols in people’s lives; and
5) By using what are commonly regarded as “professional” historical skills 
(Silverman, 1997).
These characteristics lend support to the presentation of a site through the 
personalities of the people who lived or worked at it. They make a compelling case 
for interpreters to be dressed as specific individuals with strong links to the historic 
site. Building a relationship between an historical personality as “a trusted 
individual” and the visitor within his or her social group lends credibility and comfort 
to the interpretive exchange. Both the feelings of being in a significant place and 
forging a new personal relationship provide the impact of a memorable first-hand 
experience. The historical person’s life story becomes a medium for learning about 
the site. Understanding relationships between the historical personality and the 
site’s exhibits serves to explain objects as symbols of his or her culture. An 
explanation of how a particular person’s life story is constructed from a variety of 
sources offers an opportunity for visitors to practice or improve their “professional” 
historical skills. Each of these applications of the common characteristics in the
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Figure 51: Visitors' styles of interaction with an interpreter
     (after Ryan, 1994, 38-43)
Followers are content to be a passive audience, let others ask questions and interact
Space-takers are non participative, nonreactive and not much fun
Responders answer questions and respond with comments
Experts signal knowledge or personal background through questions or comments
10
Entertainers think they are witty and offer humorous remarks
Sceptics have a single-minded view of the world and a clear idea of how they
perceive the resource
Explorers like to investigate tangents rather than the main point
Arguers disagree with everything
Analysers try to understand the big picture by acquiring information about everything
Word processors enjoy hearing a thematically sound programme, relying on the spoken word 
with a minimum of response
11 Sightseers want to see and hear the highlights only
12 Difficult visitors are concerned that no one understands how they look at the world
279
ways visitors engage with the past will be explored in detail later in this chapter. In 
this visitor-centred approach to costumed interpretation, costume serves to 
introduce the historical personality and provides a rationale for an interpretation of 
the site through an individual’s eyes and experiences. The costume also functions 
as a frame, a ludic device, or a signal that “play” is about to commence. It does not 
demand a “suspension of disbelief” as many costumed interpretation projects 
would have it (Crang, 1996, 425) but signals that visitors are about to step into 
someone else’s shoes and see the historic site from his or her point of view. The 
details of “daily attire such as shoes, stockings, hair arrangements, rings, watches, 
cosmetics and the form of tobacco used” support the illusion of an alternative 
identity (Garrison, 1976, 187). However, this alternative identity does not 
necessarily demand a first-person style of interpretation.
Third-person interpretation is frequently defined by what it is not: a third-person 
interpreter does not adopt an historical role (Anderson, 1985, 461); “there is no 
pretence” (Tramposch, 1994, 39-40). The interpreters are told to “be themselves” 
(Muirhead, 1992, 19) which leaves them little in the way of positive guidance 
regarding their role and interaction with visitors. As a result, visitors repeatedly 
report occasions when a costumed interpreter chatted with a colleague about the 
previous evening’s television while baking bread in the carefully reproduced pit 
kitchen (Bennett, 1988, 74) or discussed their route to work in the morning 
(Flanagan, 1996, 142). The decision not to use first-person interpretation frequently 
leads to a wholesale rejection of its disciplines and techniques because roleplay is 
perceived to be fraught with professional difficulties (for curators and other 
managerial staff) and potential misunderstandings (for interpreters and visitors). 
Even specific individuals are homogenised by avoiding the unique, often 
problematic, aspects of their lives (Benn, 1987, 3). However, some definitions do 
regard third-person interpretation as a form of roleplaying: “Roleplaying may, in 
large part, be categorised as first-person or third-person” (Risk, 1994, 325). It is 
counterproductive for the interpreter to remain in role at,all times (as discussed in 
chapter seven). “You can represent someone historical, but you don’t need to insist 
that you are them” (Fortier, 1989, 5).
The manager of Historic Fort Snelling in Minnesota (United States) asks: “Does it 
really serve our guests to evade, defer or ignore well-meaning questions which will
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break our carefully constructed historic spell?” (Yellis, 1993, 61). Visitors express 
themselves and ask questions in a variety of ways which demand a variety of 
responses. “The visitor who is a United States Civil War buff or historian may be so 
immersed in the fine details of the event that first-person interpretation will be too 
superficial. On the other hand, the average visitor may want a lighter touch on 
historical detail and be thrilled by the first-person portrayal” (Risk, 1994, 325).
The first-person interpretation programme at a recreated Viking settlement in 
Newfoundland (Canada) was soon modified when it became apparent that 
although the staff were skilled and knowledgeable enough to maintain their first- 
person roles, the public was not. “The Viking age is too distant and unknown, too 
much distorted by popular culture, to allow the general public much by way of 
points of reference to the period” (Markowitz, 1999, 275). The site developed a 
sliding scale of interpretive techniques from first-person vignettes to third-person 
commentaries (Markowitz, 1999, 275-276). For many visitors, most of history is too 
distant and unknown. In a study at the Pennsylvania State Museum (United States), 
respondents defined history as separate from recent times (Silverman, 1988; 
Silverman, 1997, 3). At the Canadian Museum of Civilization, the costumed 
interpreters noted that characters representing recent time periods had more 
success in relating to visitors than ones associated with periods which have passed 
“beyond comprehension because of a lack of experience of similar conditions” 
(Kavanagh, 1986, 177; Cannizzo and Parry, 1994, 46).
A study of first and third-person interpretation in outdoor sites in Ontario (Canada) 
evaluated the advantages and limitations of each. Learning theories were used to 
test both types of interpretation through a postal survey and a preliminary site study. 
The results suggested that both first and third-person interpretation should be used 
(Moreau, 1988). Researchers looking at costumed interpretation at the London 
Science Museum recommended that the focus be shifted from the interpreter and 
the past to the visitor and the present (Bicknell and Mazda, 1993, 53).
It is possible for the interpreters to acknowledge the present, using the apparent 
time difference between the interpreter and the visitor to aid the communication 
process. There are myriad ways to dp this. Interpreters at the Forest History Center 
in Minnesota (United States) use “modified first-person”: they create and adopt
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character roles, but are flexible and responsive to visitor needs and willing to come 
out of character to answer questions if necessary (Woods, 1993, 74). They call this 
technique “my time, your time” - the characters makes comparisons between the 
past and the present and are able to answer questions about the site after the era 
in which they “lived” (Roth, 1998, 16). At Tetley Brewery Wharf in Leeds (United 
Kingdom) the interpreters adopted a name and a persona, did not break role but 
made references to the present which did not jar with their evocation of the past 
(Robertshaw, 1994, 23). Interpreters working for Time Travellers, a United Kingdom 
firm of freelancers, explain that the characters have travelled in time and their 
programmes take place in the present: “We have been brought here from what you 
would call the Bronze Age, nearly 4,000 years ago” (Price, 1996, 140).
“Ghost interpretation”, as employed at the Wylie House in Bloomington (Indiana, 
United States) permits the same flexibility: an interpreter replies to an enquiry about 
an anachronistic burglar alarm by saying “When I was a girl, our burglar alarm was 
the dog” (Williams, 1996, 255; Roth, 1998, 14 & 17). At Beamish in County Durham 
(United Kingdom), the interpreters “wear costumes appropriate to their status and 
role and speak with their own distinctive idiom and accent, in either the third or first- 
person, as appropriate to the visitors’ needs” (Lewis, 1994, 333). Some first-person 
interpreters advocate negotiating breaking character with visitors (Roth, 1998, 131) 
or doing it only when there are few other people around in order to avoid spoiling 
the illusion (Roth, 1998, 129). “Role-acting”, which was employed at the London 
Towne Publick House in Maryland (United States), encourages characterisation 
but sanctions stepping out of role when a third-person response is more 
appropriate. The advantages of such a technique are that it combines the appeal of 
meeting a character with the practical need to answer questions outside the 
character’s period (Roth, 1998, 16).
These examples serve to illustrate that the challenge of successful costumed 
interpretation is best met by perfecting the techniques of breaking character 
effectively. Both the extremes of remaining resolutely in role and the lack of 
specificity in a generic third-person approach are best avoided at most historic 
sites. Similarly, the straitjacket of a script and the freedom of ad hoc conversation 
do not make the best use of the visitors’ time or the costumed interpreter’s
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presence. Flexibility might be defined as a key skill (Hanna, 1986) in this context 
(figure 52 - page 284).
Costumed interpreters have to be responsive enough to know when to be in role 
and when to drop out of it (Fortier, 1991a, 21). However, there is a difference 
between the lazy, unmotivated or ill-trained interpreter who abandons his or her 
characterisation because it is too difficult to sustain and the sensitive, motivated 
and well-trained interpreter who understands the need to change tack for the 
benefit of the visitor. “A visitor, awkwardly attempting either to keep a conversation 
going, or to break it off, may prompt the lapse, or an interpreter may see it as an 
easy way out” (Yellis, 1993, 62). “Two actor/gallery characters in a major London 
museum ... wouldn’t perform in role for us. If we’d been children it would have been 
alright [sic], but because adults are ‘really hopeless at roleplaying’ ... they would 
just tell us what they would have done if we’d been children!” (Ford, 1997, 51). It 
seems that the difficulties experienced by many adults (and in turn the interpreters) 
in dealing with this encounter have led to this curious age-related differentiation in 
visitor experience (Ford, 1997, 52). A report on the actors at the London Science 
Museum (United Kingdom) concluded that to concentrate wholly on the child 
audience would be an admission of defeat. It recommended that “the drama be 
consciously focused at all visitors, regardless of age, gender and who they are with 
on their visit” (Bicknell and Mazda, 1993, 53).
Another solution to the need to break character used by many of the theatre 
companies working in science and technology museums is to schedule question 
and answer sessions. The same technique is used by first-person interpreters at 
Colonial Williamsburg in Virginia (United States) after fourth-wall presentations and 
by the actors at the Royal Armouries Museum in Leeds (United Kingdom). A 1985 
study at Colonial Williamsburg’s Wetherburn Tavern showed that “visitors talked 
about slavery with more sophistication and depth after they had encountered a first- 
person interpretation of the subject than after the third-person interpretation” (Graft, 
1987, 3-4). But the interpreters reported some reluctance among visitors to ask 
questions either because they perceive slavery to be a sensitive issue or owing to 
their unease or lack of familiarity with first-person interpretation. By 1989, the 
programme had been modified to incorporate a third-person tour of the tavern with 
emphasis on the jobs done by slaves, a monologue by a first-person interpreter
283
lO
o3
(O
00o>
G)
Occ
08
CO
COO)
COcc
CO
X
k.
0
I
(/)k.
0
£Q.i_
04->c
•D
0
E
3
0o
o
0
I
0
0
0
0
0
" a
o
E
CM
lO
2
3O)
" O
Q .
T3
6 . N D.
4- 0 
0 2 
CL Q.
Q .I
UQ_
Ti-
00
CM
followed by a plenary session during which the character comes cut of role (Stover, 
1989, 15-16). It is “in the post-performance question sessions that the actors do 
their most valuable work, answering questions raised by both by the show and the 
nearby exhibit” (Craig, 1988b, 59). Another solution is the use of moderators or 
contextualists who introduce or facilitate the visitors' understanding of the first- 
person interpreters (Roth, 1998, 15; Robertshaw, 1996, 31), although scarce 
resources make this an expensive option (Roth, 1998, 116).
This model of costumed interpretation seeks to draw the site’s educational 
objectives and visitors’ understanding of the past together using costume as the 
tangible link between the two. It is neither first-person nor third-person 
interpretation but a combination of the visitor-friendly elements of each. A closer 
examination of the common characteristics in the ways visitors think about the past 
provides a clearer picture of its theoretical foundations and how it works in practice:
1) The impact of first-hand experience
The immediate, personal experience offered by an historic site is the physical 
sensation of being in a significant place. Studies hint that the appeal of a heritage 
site is something to do with touching the past and relating to it in a meaningful way 
(Masberg and Silverman, 1996, 21; Pearce, 1988, 75; Goulding, 1999, 63). Visitors, 
it seems, appreciate authenticity and realism (Silverman, 1993). “The fact that we 
cannot rationalise the hold that real presence or real place has oh us, does not 
diminish its power” (Thompson, 1994, 305). “The pilgrims were content to go a long 
way to visit the thighbone of their patron saint, although it quite often was not visible 
inside the reliquary that contained it. But they would not have crossed the road to 
see a fibreglass replica” (Thompson, 1994, 305).
To the historian, costumed interpretation is an offensive performing art, it lacks 
authenticity; it is bogus history: “It is a simulation pretending to be the real thing” 
(Samuel, 1994, 197 & 266). But for visitors authenticity is a negotiable concept 
(Wang, 1999, 356-357) dependent on age, education and personal significance 
(Goulding, 1999, 63). By this definition, “the perceived problem of authenticity does 
not derive from any discrepancy between the interpreted heritage product and
some objective historical truth ... The discrepancy, and its resulting problem, lie in
/
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the different versions of authenticity as defined by different customers” (Ashworth, 
1994, 18). Visitors may have a low or a high preference for authenticity and a high 
or low capacity to perceive it (Pearce and Moscardo, 1986, 129). MacGannell’s 
notion of authenticity highlights spontaneity, worth and genuineness (Pearce, 1988, 
179). Other interpretations of authenticity stress its importance in the visitor’s sense 
of him or herself - an existential authenticity which is achieved by being “true to 
one’s self” (Wang, 1999, 358-360).
In a study at O’Keefe Ranch, in British Columbia (Canada) 97 per cent of visitors 
said “believability” was crucial to their appreciation of the site (Skobalski, 1992, 93). 
Perceived authenticity was the best predictor of visitor satisfaction at an Australian 
heritage site (Pearce, 1988, 77). “Authentic experiences can be achieved through 
the visited environment, [and] contact with the people within the environment”; they 
“can achieve authentic experiences through relationships with other people” 
(Moscardo and Pearce, 1986, 125; Pearce and Moscardo, 1986, 470; Pearce,
1988, 179). At Blists Hill in Ironbridge (United Kingdom), “the exhibit demonstrators 
were perceived by visitors to be the main facilitators of this successful ‘authentic’ 
setting (mentioned by 18 out of the 42 respondents)” or 43 per cent (Beeho and 
Prentice, 1995, 240). At the Black Country Museum in Dudley (United Kingdom), “it 
is the talk of the demonstrators that makes the place come alive” (Samuel, 1994, 
283). At the Rhondda Heritage Park (United Kingdom), “the perception of 
authenticity is apparent in terms of the visitors’ reactions to having miners as 
guides” (Prentice, Witt and Hamer, 1993, 145).
The magic of visiting an extraordinary place is at odds with the workaday 
experience of costumed interpreters, for whom the site is all too familiar. An 
interpreter at Colonial Williamsburg in Virginia (United States) described the 
frustration of answering the same question over and over again for a constant flow 
of visitors to the Governor’s Palace (Handler and Gable, 1997, 188). The interpreter 
who betrays that visitors are receiving a routine exchange lessens the impact of the 
first-hand experience on offer, as has been observed in other touristic 
performances: “The most famous tourist dance in Europe is the flamenco, but it is 
done with such disdain that it excludes the tourist from its meaning” (Horne, 1984, 
24). “For the interpreters, these were the same questions they heard hundreds of 
times each day. A tape recorder could have responded more enthusiastically”
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(Levstik, 1982, 28).
The first-hand experience which a costumed interpreter offers a visitor is the 
opportunity to form a meaningful bond as individuals communicating with mutual 
respect. “Making contact” with visitors is very important (Veverka, 1997, 80-86). 
“Many interpreters stress the importance of establishing friendliness during initial 
contact and throughout the interpretive exchange” (Roth, 1998, 84). Sincerity too is 
an important factor in establishing friendly contact and building a relationship 
between the interpreter and the visitor (Goffman, 1959, 28-29); the former 
undoubtedly undertakes emotional labour in initiating and maintaining it 
(Hochschild, 1983, 5-7), as discussed in chapter four.
The settings in which visitors interact with costumed interpreters suggest the goals, 
rules, roles and expectations for the relationship in terms of its level of intimacy, for 
example (Duncan, 1992, 26). Relevant features include the furniture, barriers and 
other visitors (Pearce, 1984, 138-139). The arrangement of these features in 
historic sites affects the way visitors move in the space and their willingness to 
interact with costumed interpreters (figure 53 - page 289 and figure 54 - page 290). 
There are many ways in which the visitor management, such as overcrowding, 
spaces too small for groups to be accommodated comfortably, restraining ropes 
and other visitors forced to follow the same route, impinge on the atmosphere, and 
how poor interpreters fail to involve visitors in a meaningful way (Levstik, 1982, 28- 
29).
Hardly any studies or evaluation methods for costumed interpretation include 
context variables or “proxemics” as these are sometimes termed (Dewar, 1991, 
185). A rare example is that undertaken at the London Science Museum (United 
Kingdom), in which researchers noted the arrangement of the costumed 
interpreters’ working areas, including exits and through routes. They noted that a 
complex sizing up process goes on between interpreter and visitor: “The process 
was manifest through eye contact - and, more importantly, a lack of eye contact... 
the result is a classic approach/avoidance encounter, in which visitors slowly sidle 
round the periphery and away again” (Bicknell and Mazda, 1993, 9). At Plimoth 
Plantation in Massachusetts (United States) in the summer of 1985, there were 
many visitors who complained about the rudeness and unfriendliness of the female
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interpreters. This was partly explained by the fact that “the women, who spend 
much of their time in front of the hearth, often have to perform with their backs to the 
visitors” (Snow, 1993, 218).
Context, which includes costume, is one element of the encounter between the 
visitor and the costumed interpreter. It is not the overriding element (Schmidt, 1979; 
Pearce, 1984, 136). The costumed interpreter to some extent controls the context in 
which s/he interacts with visitors (Dewar, 1991, 297). An interpreter at Mystic 
Seaport (Connecticut, United States) senses that some visitors may feel threatened 
by the gruff, bearded sailor-types portrayed there. He advises his staff to remain 
conscious of this potential reaction (Roth, 1998, 85). “Most visitors worry and if the 
interpreters confront them, some people like it, but others are terrified by the 
experience and shy away. The actors/interpreters' training should teach them 
perception” (Malcolm-Davies, 1990a, 26). At the Canadian Museum of Civilization, 
most visitors were reportedly responsive to overtures by first-person interpreters, 
while a few appeared apprehensive or simply ignored them, which created a 
strained relationship (Rubenstein, 1993, 109). Adults can be inhibited by being 
“socially wrong-footed” by an encounter with a costumed interpreter; particularly 
males and seniors (Bicknell and Mazda, 1993, 11 & 40). Visitors’ responses to 
costumed interpreters are governed by their previous experience of the medium - 
“a good deal of unskilled interpretation is unleashed on the public” - either through 
their complete lack of experience or their expectation of a passive rather than an 
active role (Roth, 1998, 73-74).
There are a few documented ways in which costumed interpreters make visitors 
feel welcome and encourage them to enjoy a first-hand experience. However, there 
are many more published examples of how not to do it: “There is one type of visitor 
contact that is almost guaranteed to fail. It is practised by the nontalkers, the 
interpreters who go about their business, ignoring the visitor, not looking up from 
their task, and not saying a word until the visitor asks a question (or glances around 
and leaves)” (Vance, 1988; Roth, 1998, 86). “Animation can become an excuse for 
animators to ignore visitors by busying themselves with routines and avoiding 
personal contact” (Fortier, 1991, 21a). Only two interpreters took the initiative by 
opening a dialogue with visitors in eleven locations at Blists Hill in Ironbridge 
(United Kingdom) in one researcher’s study (Flanagan, 1996, 97-98). At Beamish
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Figure 54: Four types of environmental staging at Piimoth Plantation in 
Massachusetts, United States (Snow, 1993, 175; b & c after Schechner, 
1977, 113-114)
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in County Durham (United Kingdom), “there were a lot of visitors sat at desks in the 
school and people dressed as teachers. However, there was no interaction 
between the two. The teachers sat at the front but made no effort to get involved 
with the people who were all sat there expecting something” (Flanagan, 1996, 95). 
“Such an approach makes visitors feel intrusive and uncomfortable. These same 
interpreters often reply to inquiries with a short, flat answer” (Vance, 1988; Roth, 
1998, 86). At Oakwell Hall, West Yorkshire (United Kingdom), a visitor asked “‘What 
news is there from London?’ ... ‘Nothing that would interest you’ came the 
enervated reply” (Malcolm-Davies, 1995, 25).
In the early days of Plimoth Plantation’s first-person interpretation programme, 
there were difficulties caused by the “surly pilgrim problem” (Yellis, 1991, 29; Roth, 
1998, 33). “Characters who treat newcomers with historically appropriate suspicion 
or xenophobia jolt visitors into the illusion of encountering a foreign culture, but 
sustained hostility negates the benefits of the lesson” (Roth, 1998, 69). An extreme 
suggestion for a Robert the Bruce interpreter at Bannockburn Heritage Centre in 
Scotland when confronted by an inquiring English tourist was to “smash his head 
in” (Arnold, 1989, 74). Researchers at the London Science Museum recommended 
that “the key to successful characters is that they are sympathetic personalities ie 
people visitors can be comfortable with, not jarring or abrasive or too far outside the 
visitors’ social group” (Bicknell and Mazda, 1993, 41). One way of avoiding a 
picture of the past populated by unfailingly pleasant people is for the interpreters to 
confine unpleasant remarks or behaviour to their fellow interpreters, ensuring they 
keep a civil tongue for the visitors (Roth, 1998, 174).
Another commonly held misconception is the idea that startling the visitors is a 
positive way to open an interaction: “I thought it was amusing when people would 
come into the exhibit and literally jump when I moved because they thought I was a 
mannequin” (Peoples, 2001, 30). Akin to this is the approach used by actors at the 
Royal Armouries Museum in Leeds (United Kingdom). They arrive in the 
performance space without acknowledging the visitors and do warm-up exercises 
or busy themselves with props until it is time for the performance to start. “There has 
been too much attention to a superficial type of delivery that says: ‘Watch me; I’m 
going to do something interesting now.’ And too little attention to a more 
substantive type of delivery that says: ‘Talk with me; let’s see what we can learn
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from the past’” (Fortier, 1989, 11-12). One.of the most natural and effective ways to 
do this is for costumed interpreters to welcome visitors into their space. At the 
Science Museum of Minnesota (United States), visitors were invited into the 
Spotted Owl Café by its patron (Hughes, 1998, 132). “Character cameos” at the 
same museum arrive at the advertised time and start chatting with whoever is 
waiting there for them. They do not say: “I am going to do a character cameo now” 
because such an approach ruins the informality and atmosphere created by the 
setting and the actor’s costume (Quinn, 1981, 262).
“The interpreter should always be ready to help ‘orient’ the visitor [her/]himself” 
(Carnegie, 2001, 178). At Plimoth Plantation in Massachusetts (United States), 
there has been a recognition that entertainment models of interaction are not the 
most suitable for forming a relationship with the visitor. They are moving towards a 
business or sales model: “Meet them, greet them, assess their needs, meet their 
needs, ask them back again” is the mantra they have borrowed from a Boston 
department store (Roth, 1998, 35). Visitors usually want roleplayers to take an 
active part in the interaction process; it is crucial for the roleplayer to initiate and 
maintain conversation (Silverman, 1989, 7; Roth, 1998, 89). “Have the characters 
make the first contact, not in an overbearing way but just enough to start a 
conversation and encourage the visitor to talk” (Hicks, 1994, 63). “Do not stand 
back and make the visitors come to you ... greet them all, and invite conversation” 
(Carnegie, 2001, 178).
Visitors are transient; in most cases they are not expecting an encounter with a 
costumed interpreter. Activity arouses interest; the interpreter can be doing 
something but the main device must be direct address and conversation. 
Introductions, contextualisation and explanations all pay handsome dividends 
(Thomas, 1988, 26). Visitors appreciate knowing where they are in history: the 
problem of polychronicity, the melding of all history into “Olden times” creates 
considerable confusion (as discussed in chapter one). In the United States, “the 
155 years between 1620 and 1775 are lumped together indiscriminately and 
collectively labelled American Colonial” (Deetz, 1991b, 103). “Much time is wasted 
by the visitor as they second guess the date” (Bicknell and Mazda, 1993, 113).
Making the visitor feel welcome paves the way for a meaningful first-hand
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experience, whether it is a verbal exchange or physical participation in an activity. 
Visitors tend to spend less time in an environment where they are not interacting 
themselves (Silverman, 1989, 6-10; Roth, 1998, 93). A researcher at Pennsbury 
Manor in Pennsylvania (United States) observed that when visitors were asked to 
assist with a process such as working flax, the participation rate was 100 per cent 
(Silverman, 1989, 6; Roth, 1998, 90). Some projects encourage visitors to 
participate intellectually. A costumed interpreter in the orientation exhibit at Conner 
Prairie sometimes provides visitors with a letter to deliver to a specific resident.
S/he moves in and out of character to help visitors understand how to interact with 
the first-person interpreters in the town and also also encourages visitors to view 
the video which helps them understand the history of Conner Prairie (Freas, 2001, 
174). At a tercentenary programme held at the Bank of England, visitors were 
encouraged to discuss financial issues of 1700 by the provision of a token £800 
which they were free to invest in whatever way they wished (from buying shares in 
the East India Company to patronage of the arts). Their investment options gave 
visitors a means to quiz the characters (including a goldsmith’s wife, the Scotsman 
who proposed the bank to the king, and the politician who steered the plan through 
parliament). A “statement of account” was posted to each visitor at the end of the 
exhibition showing what their investments had profited them (Malcolm-Davies, 
1995,29).
Orientation exhibits play a part in encouraging visitors to make the most of their 
first-hand experience at some historic sites. The Museum of the Moving Image in 
London (United Kingdom) added a display panel in the ticketing area to introduce 
the actor/guides visitors encounter inside (Malcolm-Davies, 1990d). Photographs 
showing visitors interacting with interpreters give them some idea of what to expect 
(Curtin, 2001, 169). A set of instructions for dealing with live interpretation is a 
useful tool for visitors (Roos and Wilkinson, 1992, 23). This may be in the form of a 
leaflet which the visitors carry with them if it contains information which they may 
need to consult repeatedly (Hicks, 1994, 78-79).
2) The life story as a medium for learning about the past
The increasing public interest in establishing “an historical context for themselves” 
demands social history at historic sites (Sansom, 1996, 118-119). Studies such as
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the one at the Denver Art Museum in Colorado (United States) showed that visitors 
wanted a pleasant, sociable and educational experience which is not heavily 
structured and that they try to make links with a human element in the works of art 
(McDermott, 1988). “Interpretation should focus on the human story. Architecture is 
not a particularly interesting subject for many visitors. If it is felt important to tell the 
story of the architectural history of a place, then it should be told through the people 
who were involved in commissioning, designing, constructing and using the 
buildings” (Uzzell, 1994, 299). “This ‘human’ element in interpretive material, ie 
details of past and present residents and their lifestyles, clearly enhances visitors’ 
enjoyment of a building” (ETBSERU, 1982, 21).
Visitors at New Lanark in Scotland reported that even a dark ride based on the life 
of a local character, Annie McLeod, had given them “an ‘endearing’ and more 
‘personalised’ perspective to learning about how people in the past lived and 
worked ... one respondent explained, ‘I felt I could really identify with Annie’s life’ ... 
In this way, visitors at New Lanark are learning through an experiential insight into 
history, rather than from factual information” (Beeho and Prentice, 1997, 82).“ The 
biggest advantage” of costumed interpretation is that it “incorporates the human 
aspect of the sites” (Shafernich, 1993, 46). The process of personalising history 
was one of the five benefits of costumed interpretation identified in a study by the 
Minnesota History Center (United States), identified by 18 per cent of visitors 
(Litwak and Cutting, 1996, 58).
The Royal Armouries Museum in Leeds uses characters to put “a human face on 
history” (Whittington, 1996, 25). Using a person’s life story to interpret historical 
themes demands a detailed biography, which can be difficult to construct: “The 
dead are dead, and no arriount of research, ingenuity, or animation can raise them” 
(Peterson, 1992, 49). In a museum context, research is essential to the accuracy of 
the portrayal, must be an integral part of the job, and training in the historical 
background is necessary (Alsford and Parry, 1991, 21): “No one can ever learn 
enough to really represent someone from another century, and the greater the gulf 
in time the less we can hope to overcome it” (Fortier, 1991a, 20). Nevertheless, 
there are guides to character research published (Johnson, 1995) and many 
interpreters use questionnaires or checklists (figure 55 - page 295) to compile the 
information they need (Roth, 1998, 186-193; Meyer and Kirkwood, 2001, 23).
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Figure 55: The ultimate character development list
(after Roth, 1998, 186-193)
Personal sphere
Name ancd name history 
Birth (date 
Birth place
Immeidiate househoid and/or famiiy 
Residence/s and habitation 
Education 
Literacy
Personal belongings 
Personai health 
Personal habits 
Travels
Past residences 
Important personal events 
Social skills
Dialect and speech patterns 
Local sphere
Neighbourhood and its features
Local social skills
Health and illness
Dialect and speech customs
Religion
Customs
Holidays
Local lore and jests 
Amusements and pastimes 
Neighbours
Weights and measures 
Foodways 
Local agriculture 
Local flora and fauna 
Weather
Local material culture 
Local laws
Local travel modes and conditions
Occupational sphere
Occupation/s 
Domestic duties and skilis 
Unique skiils or taients
Stational sphere
Customs of dress 
Dining habits
Property and possessions
Friends and enemies
Betters and inferiors
Economy
Influence
Social skills
Wider sphere
World events - past 
World events - present 
Well-known people - past 
Well-known people - present 
Inventions
Scientific/phiiosophical developments
World geography
The arts
World economy
Law
Medicine
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These help build a “mental map” (Robertshaw, 1992, 15) - a term borrowed from 
anthropology - of that person's place in their era, community and geographical 
area.
Characterisation is as important a technique for third-person interpreters as it is for 
first-person interpreters. Characterisation may be highly developed and delivered 
in the third-person or it may be poorly developed and delivered in the first-person 
(figure 52 - page 284). At one extreme, a first-person interpreter may provide a 
caricature with little opportunity for interaction, offering entertainment and nothing 
more, while at the other extreme, an underdeveloped, unstructured third-person 
interpretation provides ad hoc interaction with visitors, offering an uninspiring list of 
unconnected facts. The strength of thorough characterisation is that it provides a life 
story with which visitors can identify: “The public becomes involved in the 
characters’ lives and lifestyles” (Meisinger, 1998, 211).
There are two approaches to characterisation: the factual, whereby a real person 
who actually existed is recreated from specific sources about his or her life; and the 
fictional, whereby a representative character is constructed from relevant sources of 
information (Roth, 1998, 57). “Portraying a person who actually existed is most 
difficult. The in-depth research necessary to understand the entire character of the 
person portrayed, and to represent that accurately, is critical. In order to carry it off, 
the interpreter must be a special person, both a highly qualified communicator and 
an accomplished actor” (Risk, 1994, 325). At Wigan Pier, the costumed interpreters 
are given a course in constitutional and social history; and two weeks in which to 
investigate the real person on whom their character was based (Malcolm-Davies, 
1990a, 28). Roles at the Canadian Museum of Civilization are “founded on careful 
historical research,” some focus on actual persons who lived in the past (not 
necessarily the famous) and who describe their experiences in the period settings 
with which they are associated: “From biographical files, performers recreate the 
personalities of historical figures” (MacDonald and Alsford, 1989, 193).
At Historic St Mary's City in Maryland (United States), some of the individuals 
portrayed “have incredibly full, well-documented lives which tell you everything 
they did, where they went, whom they married, with whom they did business etc. 
However, most are less fully documented. This is true of women and servants”
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(Meisinger, 1998, 211). The paucity of information about individual slaves at 
Colonial Williamsburg in Virginia (United States) has led to a marked reluctance to 
deal with black history among white interpreters, despite the management's stated 
commitment to do so (Handler and Gable, 1997, 84-92). Black actors assumed 
roles as slaves after doing intense research on characters (figure 56 - page 298):
“In tutorials they worked with faculty researchers to develop their roles upon firm 
facts” (Tramposch, 1994, 38). For the less visible personalities of the past, the 
technique used to construct a credible individual, whose life story is a useful 
interpretive vehicle, is known as creating “a composite character” (Roth, 1998, 58).
A composite character is constructed in the same way that a typical historic site may 
be developed from photographic, archival and archaeological evidence, as was the 
logging camp reconstructed at the Forest History Center in Minnesota (United 
States) in a place where none had existed in reality. Based on extensive evidence 
of the many others that were in the area, a camp appropriate to the period and 
location was created (Woods, 1993, 74). Similarly, an event may be a composite, 
reflecting many sources of information: “The camp meeting portrayed never 
happened, per se, but the programme is historically sound with regard to what is 
presented and the manner in which the event is portrayed ... hymns sung, sermons 
preached, and exhortations evoked are documented pieces of research valid for 
the time and place” (Kehr, 1992, 105).
Composite characters are good for highlighting typical occupations or subcultures 
rather than specific people (Roth, 1998, 58). Recreating a real person is daunting if 
s/he is famous and well documented, and difficult to do with honesty and accuracy 
if little is known about him or her (Roth, 1998, 58). Often, it is better to choose a 
composite character, even if the subject to be interpreted is a real person, as the 
fictional persona has more room for manoeuvre in introducing and explaining the 
many faces of a real historical figure: “The visitor has preconceived notions about 
Abe Lincoln and Eleanor Roosevelt. It is better to interpret those people through a 
minor participant like President Lincoln’s coachman or Eleanor Roosevelt’s 
secretary” (Regnier, Gross and Zimmerman, 1994, 49). The Science Museum in 
London discovered that visitors find ordinary people more approachable than 
celebrated real people (Bicknell and Mazda, 1993, 53). “The maid of Madame 
Curie is freer to say quite a lot more about the life of Curie than Curie herself. The
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Figure 56: Two eras of African-American interpretation at Colonial 
Willliamsburg in Virginia, United States (Colonial Williamsburg, 1939, 41; 
Carson, 1991, 26)
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maid’s accent and character can be fashioned with less constraint about what she 
can do and how she might act” (Hughes, 1998, 71).
The Viking interpreters at L’anse aux Meadows in Newfoundland (Canada) 
represent character types rather than specific historic individuals. They are 
purposely designed to be larger than life, almost caricatures, to illustrate aspects of 
their culture. “There is no doubt that the ‘true’ image of the Norse at L’anse aux 
Meadows has been distorted ... However, the stated mission of the Viking 
encampment is to illustrate the wider outlines of Norse culture” (Markewitz, 1999, 
276). Creating composite characters from the known parameters of the site’s history 
is, to a certain extent, an exercise in imagination: “This sort of creative effort was not 
everybody’s cup of tea: many participants, particularly first-timers, were far more 
comfortable portraying a personality who actually existed than in coping with the 
multitude of options open in creating a believable historical character” (Spencer 
Pritchard, 1991, 53).
The other difficulty to be avoided is the temptation simply to invent a character 
without supporting evidence, as is often the case for projects conceived purely as 
entertainment: at the heritage coast in East Sussex (United Kingdom), “The 
smuggling walk ... used a total of ten characters, most authentic but some 
imaginary” (Manning, 1992, 24). Scholarly research is crucial if the technique is to 
remain authoritative (Krugler, 1989 & 1991). Plimoth Plantation in Massachusetts 
(United States) calls for more “body” if an actor/historians’s role-playing wanders 
too far from the verifiable historical record (Snow, 1993, 48). “One cannot leap from 
fact into assumption without strong substantiating evidence. Social mores and 
customs, attitudes, socioeconomic status, religious and political viewpoints, gender 
and age, demographic studies and census analysis are just a few of the 
parameters to be considered” (Kehr, 1992, 104). Historic St Mary's City in Maryland 
(United States) “ensure[s] that our interpreters have an authentic, accurate, and 
comfortable sense of their characters ... Primary sources are invaluable for 
character development” (Meisinger, 1998, 211).
Roles were determined, to some extent, by the personality of the staff available to 
portray them at L’anse aux Meadows in Newfoundland (Canada) (Markewitz, 1999, 
276). Characterisations do have to be considered, if not according to personality, at
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least according to the sex of the interpreters available to portray them. Turnover of 
staff may necessitate the reorganisation of a costumed interpretation project. At St 
Joseph County Parks in Indiana (United States), “the original programme was 
developed when the interpretive staff was predominantly male and over time 
became integrated into the curriculum of area school systems. As staff members 
moved on, the new staff members hired were female. The challenge became how 
to continue to present this programme, which relied on first-person presentations of 
male voyageurs with historical accuracy, and still keep the presentation dynamic” 
(Meyer and Kirkwood, 2001, 22). The solution was characters “based on composite 
documentation of similar women, some of whom existed in different time periods” 
(Meyer and Kirkwood, 2001, 23).
“Due to changes in Canada's human rights legislation in 1982 challenges to Parks 
Canada’s hiring practice and by extension to the use of period costume arose. One 
particular case involved the black community in Halifax, Nova Scotia which 
successfully challenged the hiring practice which had excluded blacks (and 
women) from the costumed military regiment at the Halifax Citadel on the grounds 
that historically, blacks had been excluded from participation in the 78th 
Highlanders, the British regiment stationed there in the 19th century” (Cariou, 1995, 
9; Pinkerton, 1993, 100). The guiding principle of the new hiring policy states that 
“no hiring decision can be based on any consideration of race, national or ethnic 
origin, colour, religion, age, sex, marital status, family status, disability or conviction 
for which a pardon has been granted” (Cariou, 1995, 9). Many Canadian sites, 
comply with the legislation by dressing their women staff members as men. In the 
United States, theatrical projects are permitted to specify race and sex. The 
Valentine Museum in Virginia, issues contracts specifying the race, sex and age of 
the interpreter who is to present interpretive monologues (Valentine Museum, 
1993,62).
Some reenactment organisations welcome members who cross-dress: usually 
women wearing men’s clothes rather than vice versa. There are documented 
examples of individuals who openly cross-dressed or hid their true sex (Hotchkiss 
and Salisbury, 1988). Maria Lewis was a black woman who rode with the 8th New 
York Cavalry regiment in the last 18 months of the American Civil War; she is 
portrayed by a reenactor who says “most people have been very excited when I tell
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them about her” (Crawford, 1999, 32). The difficulty with exciting and accurate 
examples such as this is the fear of the documented historical exception becoming 
a rule and the one-off becoming ubiquitous, suggesting to visitors that such 
exceptional behaviour was commonplace in the past (Crang, 1996, 421).
Many sites aim at being “representative” as discussed in chapter three (Alderson 
and Payne Low, 1976, 11-14). They prioritise the typical, which is sometimes what 
leads to the presentation of a generic past with a generic population, as discussed 
in chapter seven (Patterson, 1986, 12). A range of specific and different individuals 
helps visitors find a person with whom s/he personally identifies. A re-presentation 
of the Fitch House at Old Sturbridge Village, Massachusetts (United States) created 
“interpretive” identities for the assumed occupants of the household, including the 
printer, his wife (as a mother, homemaker, cook and seamstress) and children. New 
“interpretive activities” were researched such as shoemaking (women earned as 
pieceworkers sewing uppers together) and Benevolent Society meetings. 
Interpreters received training and extensive documentation to support the new 
emphasis on family life and community change. Visitor surveys before and after the 
changes showed that visitors had a better understanding of the relationships 
between the Fitch household and the rest of the village (Hayward and Larkin, 1983, 
45 & 49).
At Historic St Mary’s City in Maryland (United States), primary sources suggested 
diversity among the people who lived at a house known as St John’s between 
1638 and 1700. The household included “an Indian slave ... a Negro woman” and a 
27-year-old servant named Hannah Littleworth, whose testimony in a court case 
provided the evidence for the other two people (Wenzel, 1998, 207). At the Mission 
Houses Museum in Hawaii (United States), there are white and Hawaiian guides 
who assume the role of 19th century characters, actual or composite. “These 
include male and female missionaries, Hawaiian students associated with the 
missions, an antagonistic chief, a Hawaiian minister, a sailor and a sea captain’s 
wife” (Herbst, 1989, 108). Themes are presented in the First Peoples’ Hall at the 
Canadian Museum of Civilization “through the experience of individual natives, 
through their knowledge, their words, their perspectives” (MacDonald and Alsford, 
1989, 82). The Science Museum of Minnesota (United States) has produced 
costumed interpretation projects in which Elizabeth Blackwell and George
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Washington Carver talk about their experiences as the first woman or the first black 
person in their professions (Craig, 1988b, 59).
Developing individual life stories with which visitors can identify may encourage 
visitors to think that people in the past are just like people now. Many visitors view 
people in history as themselves or their grandparents in funny clothes, thinking that 
“the past is the present, except that it is characterised by wantonly quaint fashions 
and ineffectual technology” (Baker, 1993, 67). One of the challenges of using a life 
story to communicate with visitors is to show that people had attitudes, ideas and 
values very different from those of today. A manager at Plimoth Plantation in 
Massachusetts (United States) noted that interpreters “suffered from an incomplete 
familiarity with the culture of the period” (Baker, 1993, 65). Practitioners of first- 
person interpretation there have developed the idea of “world view” to help explain 
the culture they represent for visitors. The pilgrims need to know about “Galenic 
medicine, vernacular design, astrology, Ptolemaic cosmology, alchemy, Aristotelian 
physics, magic, early modern social hierarchy and the Christian basis of worldly 
experience from simple faith to witchcraft” (Baker, 1993, 66). Primary resource 
materials such as diaries, newspapers, letters, maps, travel accounts, documents, 
paintings and portraiture, garments, artefacts - the material culture of the time - are 
important elements with which to lay a strong foundation for historical mindset” 
(Kehr, 1992, 104). All costumed interpretation projects need a developed world 
view to guard against “presentism” (modern rationalisation) and subjectivity (Baker, 
1993, 67). There is an ethical dimension to this too: “We should avoid conduct 
which we would not want to be seen by the person depicted, or which could lead to 
charges of defamation of character if the historical people we represent were alive 
and able to defend themselves” (Fortier, 1989, 18).
Costumed interpreters at the Canadian Museum of Civilization devised a 
programme about King Herod as a great visionary builder of the Middle East. They 
found it difficult to see Herod other than through the Christian interpretation of “a 
ranting, paranoiac and diabolic tyrant” (Cannizzo and Parry, 1994, 47). At Historic 
St Mary's City in Maryland (United States), a manager of costumed interpretation 
finds “it can be very difficult to train an interpreter not to portray a stereotype. All 
female servants were not necessarily lusty, loudmouthed, ‘wenches,’ nor were all 
farmers ignorant, illiterate, bumpkins” (Meisinger, 1998, 211). But a rigid adherence
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to the plain facts prevents the information from benefiting from imaginative 
presentation (Alsford and Parry, 1991, 21). Administrative staff can provide 
guidance by distributing reading lists, coordinating discussion groups, and 
scheduling reading time for interpreters (Reid, 1998, 198).
Costumed interpreters must have access to the primary documents and be involved 
in the research process (Reid, 1998, 198): “We ask our staff to carefully analyse the 
biographical information found in various primary sources. They consider their 
character’s place of origin. What type of area was it ? What was going on politically 
and/or socially at that time, in that region, that might have affected the person ? Did 
he/she come to the New World willingly? These types of questions encourage the 
interpreter to develop a personality for their character that is based on reality” 
(Meisinger, 1998, 211). At Old World Wisconsin (United States), interpreters have 
gained insight into the lives of immigrants through the fictional works of Rolvaag, 
Gather and others (Ernst, 1994, 131). Secondary sources which seek to provide an 
insight into the minds of people in the past are another useful resource (Bartlett, 
1967; Wright, 1961; Thomas, 1978; Kehr, 1992, 104). At the Black Country Museum 
in Dudley (United Kingdom), costumed interpreters also draw on oral history 
through “constant exchange with old-timers” to become “pedagogically and 
histrionically effective” (Samuels, 1994, 280 ).
World view extends to attitudes towards others too. At Fortress Louisbourg in Nova 
Scotia, costumed interpreters representing upper class people “never felt 
comfortable ignoring their servants or neglecting to thank them, and our staff in the 
role of servants had no doubt that they remain the social equals of the upper class” 
(Fortier, 1989,17). The director felt that they never came close to thinking like the 
people they represented, particularly in the matter of self and class-consciousness 
and social interaction. The interpreters could not “escape the habits of thought, the 
values, and the various forms of learned behaviour... that are indelible constraints 
of a mid-20th century upbringing” (Fortier, 1989, 17). A project which leaned 
heavily towards experimental archaeology at Colonial Pennsylvania Plantation 
reported similar problems: “Staff could never recreate the social structure, religious 
beliefs, and family relationships in an 18th century [Quaker] community. Such 
problems not only confused staff members who wanted to experience the past but 
produced staff dissension and staff exhaustion” (Leon and Piatt, 1989, 86).
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One way for interpreters to shed modern sensibilities (Cannizzo and Parry, 1994, 
46) is to undertake close study of the life and times of the people in preparation for 
close questioning by colleagues (Sorrell, 1988, 3). However, another unusual 
approach at the Canadian Museum of Civilization was to make this process public. 
Costumed interpreters played a modern person and an historical person, who 
confronted each other. A present-day female performance artist encountered a 19th 
century male Basque whaler. “She expresses both her own and most visitors’ 
inherent disgust at the details of the hunting and ... the ... sexist cultural attitudes of 
the whaler”; by doing so she enables the visitors to get beyond what would 
ordinarily be a barrier for them (Cannizzo and Parry, 1994, 50).
Themes which explore differences in attitudes then and now may be personified 
and made more accessible through life stories. In the early 1970s at Plimoth 
Plantation, specific themes were identified for interpreters to elucidate, including 
religion, Dutch influence, and the military (Snow, 1993, 37). Old Sturbridge Village 
organised its interpretation around the themes of family, work and community (Leon 
and Piatt, 1989, 68-69). With the opening of the Museum of the Moving Image, 
London (United Kingdom), costumed interpretation was deemed the ideal 
technique for the social and political background to film and television (Malcolm- 
Davies, 1990a, 27). Costumed interpreters at Arbeia Fort in Tyne and Wear (United 
Kingdom) represented a female Celtic clan leader and a male Roman potter to 
illustrate the changes and effects that Romanisation had on the Celtic population of 
the area (Sansom, 1996, 123).
The themes of slavery, religion, party politics, transportation and communication 
were identified as pertinent to the interpretation of Van Cortlandt Manor in New 
York (United States) for it to be representative of the American nation at a time of 
change. A shift from a 1770s to a 1790s perspective did not require new research 
but a fresh look at existing material. The residents of the manor during the 
immediate post-revolutionary war era included the family of General Philip Van 
Cortlandt. At the Ferry House, tenants from a lower social class lived and worked.
The choice of characters and costumes reflected differences of age, sex, class and 
circumstances - each one with a specific link to the interpretive issues: upper-class 
dress for the politically active Van Cortlandt men; lower class workaday clothes for 
the ferryman and his wife, servants and slaves; travelling dress for the Methodist
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circuit rider; and a riding habit for the upper class lady (Haley, 1985).
3) Trusted individuals as sources of information about the past
“At many heritage sites, stories are told and information is conveyed by an 
omnipresent, unidentified voice” (Silverman, 1997, 8). Costumed interpretation 
helps identify the narrator, particularly if the costumed interpreter represents the 
use of particular personal sources of information such as journals or diaries 
(Silverman, 1997, 9). An interpreter at the Canadian Museum of Civilization 
represents Captain Horton Rhys based on his journal which describes his travels in 
Ontario in the 19th century (Alsford and Parry, 1991, 23).
A historical narrative tries to find meaning in a sometimes chaotic chronological 
reality. As a result, the scholar makes value judgements in the story to give it unity. 
The aim is clarification of a past that would otherwise lack order and meaning 
(Cronan, 1992; Mark, 1996, 153-159). A life story is one way of providing a 
narrative without tidying the chaos of history into too neat a tale. Site-specific life 
stories also offer the benefit of differentiating a site from its many similar rivals.
“Local identity tends to stress the unique attributes of the heritage place 
associations, while international heritage tends to favour the replicable, easily 
identifiable standardised characteristics” (Ashworth, 1994, 27). An emphasis on 
agricultural eras before advanced machinery, the availability of rudimentary natural 
materials rather than expensive manufactured ones, and the simplicity of life on a 
small-scale rather than a large one have conspired to make many historic sites the 
same, particularly in the United States (Leon and Piatt, 1989, 71; Schlereth, 1978, 
39-40). Researching biographical information in a particular place provides an 
interpretation which is unlikely to be replicated elsewhere. Visitors often have 
enthusiasm and interest in the costumed interpreters, where information is 
conveyed by characters who are family or trusted community members (Silverman, 
1997,5). ’
The key to success in forging a trusting relationship between the visitor and the 
costumed interpreter is to build on the initial welcome discussed above. One of the 
factors which affect visitors' meaning making at historic sites is respect for site 
personnel (Falk and Dierking, 1992; Silverman, 1997, 6). Costume plays an
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important role in impression management, as discussed in chapter six (Veverka, 
1997, 82). A successful costume design draws together the site's educational goals 
and its research into the people connected with the place to produce a strong 
visual statement for visitors. The garments serve as an introduction to who they 
represent and the issues which are relevant to them. A costume born out of 
thorough, site-specific research begs the question “Who are you?” or “Who were 
you?” even if it is unspoken. At the Johnstown Flood National Memorial in 
Pennsylvania (United States), a costumed interpreter explains the stages of 
mourning as reflected in his or her dress, particularly the etiquette associated with 
death in the 1880s. This provides links between dress, daily life in Johnstown and 
the personal experience of the devastating events of 31 May 1889, when 2,209 
people died in the flood waters of the Conemaugh River (Rudd, 1991, 286).
When costumed interpreters were introduced at Hampton Court Palace in Surrey 
(United Kingdom) in 1992, they were to represent “courtiers”; only one role was 
specifically identified - that of the Yeomen of the Guard for the King's Guard 
Chamber circa 1700. However, visitors were dissatisfied with such anonymous 
people; they asked each interpreter “Who are you?” (Mackesy, 1994, 50). Since 
1996, the interpreters have adopted life stories (rather than first-person roles), with 
appropriate costumes to represent specific points of view pertinent to King William 
Ill's reign (Flanagan, 1996, 36).
Costume alone is sufficient to signal that an unusual relationship must be 
negotiated. It is important to provide visitors with a clear idea of how they fit into the 
social context in which they find themselves (Dierking, 1992, 240; Roth, 1998, 74). 
Some sites place the visitor as a “neutral contemporary " or give them a more 
specific role based on their “sex, age and/or... appearance” (Roth, 1998, 79). A 
common role assigned to visitors in the United Kingdom is as a customer in a shop. 
The interpreter approaches visitors as though s/he is a shop assistant, artisan or 
owner of the business. Blists Hill at Ironbridge (United Kingdom) presents a high 
street of retailers and small business keepers vying for the visitors' custom. They 
are encouraged to change money at the bank in order to make purchases. The 
transaction provides a reason for interaction (Flanagan, 1996, 27). “The visitor to 
the reconstructed shop is intended to depart feeling that they are maintaining a 
great historical tradition, that of going out to the shops, and contributing to the
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enterprise culture” (Walsh, 1991, 114) but “the educative function is almost entirely 
subordinated to the opportunism of commodity exchange” (West, 1988, 56).
A manager at Beamish in County Durham (United Kingdom) explains why these 
scenarios are so tempting: “It is easy to place interpreters where there is a 
transactional relationship, such as in the co-op shop or in the sweet shop but rather 
more difficult in places ... where a visitor cannot just open a door and immediately 
interact with the occupant” (Flanagan, 1996, 6). However, more imaginative 
solutions are possible: all visitors are “likely callers” to the interpreter's home, place 
of work or colleagues and compatriots such as “fellow Africans” whatever their 
colour at the Carter's Grove (Virginia, United States) slave presentations (Roth, 
1998, 79-80). Plans for the Highland Folk Park at Newtonmore (Scotland) included 
a reception building reconstructed as an 18th century inn: “Here the visitor takes 
the role of traveller and is encouraged to explore” (McDermott and Noble, 1994, 
255). At the Walters Art Gallery in Baltimore (Maryland, United States), visitors took 
the role of pilgrims seeking hospitality in one project (Stillman, 1993a, 23-26) and 
became the banquet guests of four characters discussing renaissance art in 
another (Stillman, 1992b, 53-55).
Schoolrooms are another popular scenario. The artistic director at Wigan Pier in 
Lancashire (United Kingdom) feels that the best approach for the actors in the 
schoolroom is to stay in a strict Victorian teacher role and treat the visitors as 
disobedient schoolchildren. “In some cases this type of interaction can be fun for all 
involved, however, some may find this approach disconcerting and embarrassing” 
(Flanagan, 1996, 29). The difficulty with the schoolroom scenario is that it recreates 
a situation in which no one's individuality is acknowledged, let alone their 
sensitivities: “You have to be very confident of your activity, that the actors can 
handle the situation well, and of your audience's reaction” (Binks, Dyke and 
Dagnell, 1988, 43). Elsewhere at Wigan Pier, visitors are given other roles to bring 
them into the action. An actor addresses the waiting crowd: “It's very good of you, 
friends and neighbours of the family, to come and pay your respects to my late 
father” (Lewis, 1994, 333). An actor walks into the pub and says “All right. Jack, how 
are you doing?” or “Hello, Marge, how's your husband?”: “Everyone gets the 
message. We're pretending that we know some of them” (Masters, 1990, 26). It is 
arguable that while the visitors are busy assuming their roles, they are not learning 
about the past but coming to terms with their new “self”, an observation which has
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been made of schools projects which expect pupils to dress up as children of 
bygone days (Stone, 1988, 21).
If the flexible model of costumed interpretation (figure 52 - page 284) is empioyed,
the relationship between the visitor and the interpreter wiil develop to suit the
former through a process of feedback and response. Conversation is the means by
which this takes piace (Malcoim-Davies, 1995, 29). Conversations which heip
visitors to visualise the site as it was in the past encourage them to feei the
reiationship is worthwhiie (Roth, 1998, 71): "Through audibie and visible behaviour,
the interpreter seeks to convey the setting, tone and mindset of the artefact or site ...
A wide spectrum of sensory images should flash through the mind of the listener”
(Foliin, 1992, 100). The interpreter uses descriptive words which evoke sensory
stimulation to compiement the factuai data of the interpretive material: “The
listeners may feei the heat from the fiat iron and the aching arm using it. They may
feei the coid of the winter night as they stand outside a mission viiiage” (Foliin 
1992, 101).
Visitors vaiue the opportunity to make connections between information they have
iearned from personai contacts (through reminiscences by oider relatives, for
exampie) and the information at heritage sites (Siiverman, 1997, 5). "In order to
make meaning of our experience, we need to be abie to connect it with what we
aiready know” (Hein, 1999, 77-78; Tiiden, 1977, 9). Visitors tend to retain and use
information with which they have feit personaliy invoived (Matelic, 1988, 213). This
need'to identify with information has been cailed "ego involvement” (Ham, 1983).
This is a useful term because it stresses that the visitors are aiways looking for
themselves In what they experience. A study of students who visited Barkerviiie,
British Columbia (Canada) showed that after ten years, they recalled "knowing the
characters” with whom they felt emotional involvement and connection with the past 
(Green, 1992).
Finding links (material, emotional, sociological, ecological, psychological or 
economical) and making them explicit is one way for interpreters to establish a 
common interest (Roth, 1998, 71). Strategies which heip visitors link specific 
memories and personal associations to the information provided wiil encourage 
visitors to feei connected with the site (Schuman and Scott, 1989; Silverman, 1997,
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6). This is successful at sites where the experience is structured to encourage 
memory recall such as Blists Hills in Ironbridge (United Kingdom), where the 
interpreters are good at this with seniors but lack effective strategies for doing the 
same with younger visitors, who have no direct experience or received wisdom 
about the era represented (Beeho and Prentice, 1995, 238).
Visitors respond well to the interpretation of nationally significant events and
people by relating them to “the common experiences of everyday people”
(Knudson, Cable and Beck, 1995; Silverman, 1997, 5). Common themes with
which visitors can identify are birth, death, marriage, career and other landmark
events. These can be developed as part of the interaction between interpreters and
the public (Robertshaw, 1990, 31). The details of life styles, social conditions and
life decisions are particularly effective (Silverman and Korn, 194; Silverman, 1997,
5). Attempts to make the past familiar help break down “visitors' expectations that
the past exists as a world unto itself, with problems only distantly related to their
own” (Glassberg, 1986, 309). There is always a danger that the past is not
permitted to coexist with the present: “It is always in quotation marks and fancy
dress” (Lowenthal, 1966, 31). Connor Prairie in Indiana (United States) has
borrowed from a management communications consultant the notion of “being
what you were when” (Massey, 1986; Kehr, 1992, 104). This draws on the idea that
people remember how they felt at memorable moments in their own lives. The
costumed interpreter's life story comes into its own in this context: “Ask a mother
when certain events occurred in her life. Oft times her memories are linked to a
wedding date, the birth of a child, a family move, or the death of a loved one " (Kehr, 
1992, 106).
Good costumed interpretation will encourage visitors to share their thoughts: the 
importance of a two-way flow between visitors and staff has been noted (Ward,
1980; Herbert 1989b, 209). Research has shown that visitors have a “desire for 
self-expression” (Silverman, 1995, 169). “Elicitation” is an essential technique in 
teaching languages because it provides information upon which to act (Harmer, 
1991, 61). Finding out how the visitors' knowledge or experience level relates to 
the interpreter s story may be achieved by, for example, discovering which other 
historic sites they have visited recently (Veverka, 1997, 82). However, there are 
protocols or “interlocking behaviours” attached to traditional guide/visitor
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interactions which militate against spontaneous and natural responses from 
visitors, as discussed in chapter four (Klaus, 1985, 24). Visitors “learn to ask 
questions at the appropriate time, to ailow other tourists opportunities to speak to 
the guide and to recognise the iilegitimacy of certain kinds of questions” (Pearce, 
1984, 143).
While other interpretive techniques may use feedback books, response cards, 
bulletin boards or their electronic equivalents, listening is a skill upon which few 
training or evaiuation programmes for interpreters dwell. A notable exception was a 
study which monitored how well interpreters analysed visitors’ questions and 
whether they adjusted their presentations accordingiy (Hanna, 1986). An attempt to 
measure costumed interpreters’ competence at Fort Louisbourg in Nova Scotia 
(Canada) used an established scale developed for interpersonal communication 
but adapted it by removing three elements which measured interaction - how 
speaking time was split between the parties, frequency of head nodding in 
response to the other party and time spent speaking about the other party - the very 
measurements that would indicate the success an interpreter had in provoking 
responses from the visitors. The scale did include three techniques which 
encouraged visitor response (such as asking questions) but the study did not 
measure how effective these were (Ryan and Dewar, 1995, 297).
Encouraging visitors to speak is not a preoccupation of published guides to 
successful live interpretation. One exception describes techniques such as “baiting 
the hook” and “verbal prospecting” (Roth, 1998, 96 & 88). An example is offering 
information which hints there is more to tell: “It’s a much better method than the way 
a neighbour did it back home” invites a question from the visitor (Roth, 1998, 96). 
Useful as these techniques may be, prompting visitors to ask questions for which 
the interpreter has a ready spiel may not be the most satisfying of interpretive 
exchanges. Interpreters do often drift into “talking head” syndrome (Fortier, 1989,
7). The opportunity to respond verbally was something visitors liked when 
evaluating costumed interpreters at Northwest Trek in Washington (United States) 
(Ham and Shew, 1979, 42). For this reason, vaiidating each visitor’s contribution is 
important (Hughes, 1998, 63). At the Spotted Owl Café, one guideline which kept 
the conversation going was “to always try to bring the discussion around to the 
opposing side of what a visitor might be saying - sort of a devil’s advocate role”
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(Hughes, 1998, 63). However, interpreters are more often amused by, dismissive 
of, or annoyed by visitors' comparisons, reminiscences and accounts of previous 
site visits. Yet all these behaviours are evidence of visitors' making meaning 
(Silverman, 1997, 7).
Being a good listener is one way to forge a trusting relationship with visitors. The 
interpretive Job requires good listening skills and a willingness to ask reflective 
questions such as “what do you think?” (Senton, 1992, 84). Listening to visitors 
helps interpreters to empathise with them (Dewar, 1991, 86). Museums have been 
termed “prisons for objects” (Hooper-Greenhill, 1988, 226) but it is the visitors who 
are frequently constrained (Lowenthal, 1992a, 25). Costumed interpreters would 
seem to offer the opportunity for visitors to be liberated in lively conversation 
(Malcoim-Davies, 1995, 29) but all too often, visitors find the interpreters - even 
well-meaning ones - shutting the conversational door on them. Interpreters regard 
visitors’ questions as “good” or “bad” (Ham and Shew, 1979, 42). Some 
interpreters are quick to judge the visitor who asks “stupid” questions or makes ili- 
informed assumptions (Roth, 1998, 78-79). Interpreters choose to legitimate some 
issues and not others: “I don’t interpret any ghosts” said one (Gable, 1996, 185- 
186). Interpreters at the Wythe House in Colonial Williamsburg in Virginia (United 
States) were irritated by visitors who “were always asking” about miscegenation 
(specifically George Wythe’s relationship with a freed slave, Lydia Broadnax and 
her child, who may have been Wythe’s). The interpreters used an apparent lack of 
documentation on the subject to evade discussion of the issue (Gable, 1996, 191). 
In some cases, this dismissive attitude towards visitors reduces them to caricatures; 
an attitude endorsed by trainers at Colonial Williamsburg in Virginia (United 
States): “The typical visitor is ... clueless” (Handler and Gable, 1997, 193).
Visitors who encounter first-person interpreters sometimes assign themselves the 
role of time traveller and question or explain cars and computers for the characters. 
This “bores most interpreters to death ... However, we need to be more open- 
minded toward the H G Wells set, because they are engaging in a style of learning 
behaviour which is comfortable for them” (Roth, 1996, 244). Sensitivity is a key skill 
for interpreters in this context: observe what clues visitors give regarding their 
understanding, comfort and interest (Carnegie, 2001, 178). “The best interpretation 
wastes as little as possible” in terms of what the visitor says and does (Williams,
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1996, 260). At the Museum of Science and Industry in Manchester (United 
Kingdom), the demonstrators included “knowing when to stop talking” in their 
golden rules of interpreting to the pubiic (Malcoim-Davies, 1990a, 27). Listening to 
visitors helps interpreters respond to three factors which affect visitors' meaning 
making at heritage sites: their expectations, personal agendas and companions 
(Falk and Dierking, 1992; Silverman, 1997, 6).
Interpreters must speak “the language of the everyday person” in order to become 
a trusted individual with whom visitors are happy to talk (Veverka, 1997, 80). 
Interpreters may be required to understand and use different languages: those of 
children, rural and urban visitors, experts, locals and tourists, among others 
(Veverka, 1997, 80). While it may be is possible to identify visitor’s knowledge, 
interest and time constraints (Veverka, 1997, 84), “we may not always be able to 
teach just what we want, as we must accept that visitors wili guide their own 
learning and choose how to incorporate their new experiences into their 
preexisting knowledge structures” (Crawford, 2000, 131).
4) The importance of objects and artefacts as symbols
Material things or artefacts are value-laden symbols which indicate status and role, 
and communicate underlying values and beliefs (Hodder, 1982; Goulding, 1999, 
62). Studies have shown that people display their own possessions to demonstrate 
relationships and status (Musello, 1986; Katriel and Farrell, 1991). In this way, 
objects serve as symbols for visitors in their own lives (as with souvenirs, trophies 
and heirlooms), which suggests it is appropriate to interpret objects as symbols of 
past lives and relationships at historic sites (Csikszentmihaiyi and Rochberg- 
Halton, 1981 ; Siiverman, 1997, 5; Gordon, 1986). Although visitors may not be 
aware of the similarities between personal display and professional exhibiting, they 
may have more connection with the process of interpreting a heritage site than the 
finished product (Silverman, 1997, 5).
For objects, architectural features and buildings to regain these meanings, they 
need their human context: “In the modern age, the function of the museum is to 
research and demonstrate the social and cultural context of artefacts and to foster 
relationships between objects and people” (Hooper-Greenhill, 1992, 19).
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Costumed interpretation “is a tool to educate the public in the use of historical 
objects within their historical context” (Crawford, 1999, 32). This link was included 
in a working definition of costumed interpretation: “Performing to, or interacting with, 
visitors to interpret objects by providing them with a human context” (Price, 1993, 
18).
The juxtaposition of an object with others is the way in which a curator produces an 
intentional text in, for example, a period room setting. A reconstructed 1940s 
domestic kitchen provides a context for a 1945 biscuit tin. An unintentional text is 
constructed when the visitor brings his or her perspective to bear on the scene: “To 
a young person, the 1940s kitchen could simply represent a primitive 
underdeveloped technological relic from the past, while to an older person, the 
1940s kitchen could evoke nostalgic memories and, as a specific example, in the 
case of the biscuit tin, very specific memories of special occasions such as 
Christmas, when there was a tradition of giving biscuits as presents” (Beattie, 1997,
110). In this hypothetical kitchen, the costumed interpreter introduces the younger 
visitor to the potential meanings of the objects through his/her life story and shares 
the older visitor's interpretation by listening and drawing comparisons with those of 
the person s/he represents. These human texts for historic sites offer “thick” rather 
than “thin” cultural interpretation, as discussed in chapter six (Geertz 1973; Woods, 
1989a, 65). “This method can enable a museum professional to rise above what 
Freeman Tiiden called communicating ‘mere information’ about an artefact to true 
‘interpretation’, a literal ‘telling the meaning of the artefact” (Woods, 1989a, 66).
The costumed interpreter’s iife story should be predictable and natural extensions 
of the exhibits (Bicknell and Mazda, 1993, 53). Programmes work best when 
integrated with actual fragments of the past, whether buildings, personal items, 
grave goods, furniture etc. Without this anchorage, a physical contact with the past 
is lost (Rumble, 1989, 31). The Walker Art Gallery in Baitimore (United States) 
discovered that if “the works of art are as involved in the plot as the human 
characters” in a costumed interpretation project, the appropriate balance between 
them is retained (Stillman, 1993b, 53). At the Worcestershire and Herefordshire 
Museum in Hartlebury (United Kingdom), imaginary personal narratives are 
constructed around the objects on display (Samuels, 1994, 381).
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A danger of costumed interpretation is overshadowing the objects it is supposed to 
serve. A survey of visitors who experienced a short play presented in a room setting 
at the National Museum of American History in Washington (United States) and 
visitors who did not experience it, showed that those who saw the play were less 
able to name objects in the room than those who did not (56 per cent versus 92 per 
cent). The script reveals that while the room was an appropriate setting for the 
scene presented, it made no specific reference to the objects, the room itself or the 
relationship of the characters to it. The visitors’ attention was focused on the 
characters and their relationship at the expense of the objects on display (Munley, 
1993, 78). Likewise, a play performed at Colchester Castle in Essex (United 
Kingdom) in 1991 explored the myth and reality of Boadicea, the Celtic queen who 
destroyed Roman Colchester in AD60. It played to capacity audiences. But despite 
its sound research base, it did not link to objects in the museum or its historical 
setting (Seaman, 1993, 24-25).
The costumed interpreters at the Canadian Museum of Civilization offered two 
types of interpretation: plays and interactive dialogue with visitors through which 
they aimed to “contextualise objects and information intellectually, emotionally, 
socially, politically, spiritually and aesthetically” (Rubenstein, 1993, 93). However, 
visitors who encountered interpreters in the galleries were more likely to stay and 
examine exhibits than those who watched a piay (Rubenstein, 1993, 121). A clear 
link between a coiiection or the contents of an historic house is sometimes 
possible. The collection of Native American artefacts housed at the Science 
Museum of Minnesota (United States) is the rationaie for a character cameo of the 
man to whom they belonged, a dentist called Doc Hillier (Quinn, 1981, 262). In the 
first six months of Spectrum Theatre working at the Science Museum in London, 
characters associated with Puffing Billy, one of the first working steam locomotives 
in Great Britain were devised with interpretive information on how it worked, its 
importance and relationship with other machines of its era, its human connections 
(the people who ran it and the changes it brought to people’s lives) and broader 
issues of the day (Thomas, 1988, 26). Responses to a project at the Walters Art 
Gallery in Baltimore (Maryland, United States) from 146 visitors (about 5 per cent of 
all who experienced the programme) showed that visitors gave both sustained time 
and concentrated attention to altar pieces and tapestries that were usualiy 
scrutinised only briefly (Stillman, 1993a, 24).
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It seems that costumed interpreters do not, despite the fears of some museum 
professionals, necessarily challenge the integrity of artefacts or debase the 
principles of collections management (Lewis, 1994, 333). Costumed interpretation 
needs “to balance an emphasis on things, in which traditional museums are 
strongest, with experiences, which are best provided by outdoor museums and 
historic sites, and to balance serious research with inspired presentation of the 
results” (Fortier, 1989, 13).
5) The use of what are commonly regarded as “professional” historical skills
Visitors have a preference for study of history as an active rather than a passive 
pursuit (Leon and Piatt, 1989, 92). The visitor became a “reflective historical 
investigator” (Smith, 1990, 31) in an activity at the Canadian Museum of 
Civilization. They were invited to share in the detective story of a collection of 
textiles which was acquired with little supporting documentation. A trousseau dated 
to 1912 consisted of 30 unworn garments; visitors speculated as to why this might 
be the case and considered how its atypicality ensured its preservation, an issue 
which “haunts all archaeological and historical arguments” (Cannizzo and Parry, 
1994,52).
Visitors remain largely uninformed about how to judge what they see and hear at 
historic sites (Reid, 1998, 197). Convincing the visitor that the past is not written 
down somewhere but that it is pieced together is one of the most challenging tasks 
facing curators (Davis and Gibb, 1988, 41). Among the most valuable statements a 
visitor can hear are: “Historians don't know for sure what the answer to that 
question is” and “historians disagree in their interpretation of that subject” (Leon 
and Piatt, 1989, 89). This is very difficuit for first-person interpreters but “third- 
person interpreters can introduce the visitor to the concepts of historical 
perspective, archaeoiogical processes and cultural determinism in their 
interpretation of the past” (Sansom, 1996, 121). “They can comment on ... 
connections with the present or how it might fit into wider social trends of the 
period” (Woods, 1989b, 46).
The costumed interpreters must understand traditionai historiography and 
revisionist interpretation (Reid, 1998, 198) in order to “encourage a spirit of critical 
enquiry to help visitors” understand what they see at historic sites (Peterson, 1988,
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29). This may require them to direct visitors to other interpretive media (Alderson 
and Payne Low, 1976, 26; Malcoim-Davies, 1990a, 28). Costumed interpretation is 
not “the best interpretive technique for every topic, every exhibition, every visitor” 
(Alsford and Parry, 1991, 16). Studies have shown the importance of variety in 
communication channels (Mahaffey, 1970; Cockrell, Bange and Roggenbuck, 
1984). A mix of media focuses on the human story at West Stow in Suffolk (United 
Kingdom), which is a reconstruction of an Anglo-Saxon village based on an 
extensive archaeoiogical excavation. The use of reenactment groups was 
abandoned in 1989 because staff found it difficult to control their presentations and 
make them relevant to the site's regular interpretation. Now, costumed interpreters 
are employed for events during which they take on roles introduced in the 
orientation video and developed in the audioguide tours. On two special 
weekends, local volunteers occupy the buildings with careful control exerted by 
curatorial staff regarding costumes and content (Sansom, 1996, 132).
One researcher has likened third-person interpretation to MacCannell's “front 
region” presentation and first-person interpretation to “back region” presentation, 
based on previous work on interpersonal communication by Goffman (Enscore, 
1992, 206-207; MacCanneil, 1973; Goffman, 1959). Preparation for interaction with 
visitors at Plimoth Plantation has been described as “Goffmanian”; the interpreters 
formulate their “front” which they will present to the visitors (Snow, 1993, 44). A 
more accurate application of the concept of front and back regions to costumed 
interpretation is that presentation to the visitor in costume is the front region, while 
the research work, discussions with colleagues, building links to the site itself, and 
other “not in costume” tasks are the back regions (Moscardo & Pearce, 1986, 469; 
Fortier, 1989, 5). There is no reason why these back-room tasks should be hidden 
from visitors: “The basis for the interpretive decisions which have been made 
should be readily available for consultation by both public and scholars” (Hughes, 
1989, 27). To deny visitors access to this information is to perpetuate the patriarchal 
notion of museum staff as experts with the visitor ‘“below” this level of knowledge 
(Hooper-Greenhill, 1988, 223). At Sovereign Hill in Victoria (Australia), the aim is to 
engage visitors in some discourse with “our representtion of the past” (Evans, 1991, 
151).
Some projects hint at or explain the foundations on which their life stories are
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based. At Colonial Williamsburg in Virginia (United States), “programmes involving 
character interpreters were often prefaced by an announcement that the actors 
based their roles on meticulous research into the details of daily life” (Handler and 
Gable, 1997, 75). At the Minnesota History Center (United States), recommended 
reading on the flyers which serve to introduce the “history players” to visitors 
suggest some of the sources used to construct the characters (figure 57 - page 
318). The orientation exhibit at Conner Prairie in Indiana (United States) chronicles 
the evolution of the museum and provides a behind-the-scenes look at how 
costumed staff and volunteers recreate the past (Freas, 2001, 173). An interpretive 
centre fulfils the same function at Sovereign Hill in Victoria (Australia) (Craik, 1998, 
120). At Plimoth Plantation in Massachusetts (United States), a video shows the 
scope and nature of roleplaying, if the visitor is lucky enough to catch it as they stop 
at the gift shop (Roth, 1996, 244). However, in addition to the introductory exhibits 
and video presentations, these back room tasks may be revealed to visitors by the 
costumed interpreters themselves.
Such information alerts visitors to the problems of interpreting conflict and other 
unpalatable aspects of life in the past, including issues of current political 
correctness (Hayward, 1991, 37). Explaining the range of sources used to construct 
a life story exposes the variety of perspectives from which the past may be viewed.
It also tackles one of the problems of presenting points of view through traditional 
first-person interpretation: the fear that “ideas expressed by costumed interpreters 
as part of their public presentation may appear to an unprepared audience as 
personal opinions sanctioned by the site” (Hayward, 1994, 37). First-person 
interpretation “removes a lot of the literary safety vaives that we depend on when 
we are dealing with touchy subjects” (Bell, 1993, 103). Using iife stories rather than 
resolute roleplay helps dismantle this barrier. The revelation that there is a variety 
of viewpoints stimulates mindfulness. The statement “the three main reasons for the 
[American] Civil W ar... from the perspective of the white male living in the 20th 
century were ...” calls for thoughtful comparison with other points of view such as 
those of women, black males etc (Csikszentmihaiyi and Hermanson, 1995, 37).
“There are always legitimate alternative perspectives on historical events, cultural 
issues and even scientific explanations of naturai vaiues. Like journalists, heritage 
managers often present only one angle on a story, whether they realise it or not”
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Figure 57: Flyers introduce the history players at the Minnesota 
History Center (United States) and suggest sources of information 
for further reading
V I R G I N I A
MAE HOPE
V irg in ia  Mae lio fie , a native o( 
Wninebago. M innesota, was a 
nuanher ol' the Women A iiforee 
Service P ilots (W'ASPs) during 
World W^ ar H. The WASPs flew 
I  planes and performed wartime 
duties in  the United States, thus 
freeing nude pilots for combat. In 
1977 Congress recognized the 
WA.SPs as military pilots and 
granted them veteran status.
T O  LEARN M O R E  A B O U T  
V I R G I N I A  M AE H O L E  
OR T H E  WAS Es ...
R E A D:
Those Wonderful Women in 
Their F lying Mnchines 
f  by Sally Van Wagcneii Keil 
(New York; Ilawson.
W ade lYihiisliers. Inc., 1979)
•‘War, Women, and l. ijis tic k "  
by ThomasC. Thompson in 
Minnesota During World War II, 
Roots magazine,
(St. Paul: Minnesota 
H istorica l Society, W inter 1989)
V IS IT :
The Winnebago Area Museum, 
Winnebago. M inn.
F und ing  fu r this project is funded  hy 
the Noel Foundation.
Q  MINNESOTA HiSTOitlCAl. SOCIETY
H A R R IE T  BISHOP
//(S/7T/(S&V
Harriet Bishop became St. I ’aul's 
lirs t pub lic  school teaclier when, 
in 1847. she moved from VA^rniont 
to what became the M innesota 
territory. A devout Baptist 
com m itted to social reform, she 
helped to establish many charitab le 
societies in St. Paul and promoted 
temperance and woman suffrage.
TO LEARN MORE ABOUT 
HARRIET BISHOP OR 
TERRITORIAL MINNESOTA ... 
READ:
Floral Home, or Find Years o f  
Minnesota by Harriet Hishoji 
(.New York: Shtddou.
Blakcman and Uompany. 1857) 
Farly NehooLs by Bobbie Kalman 
(New York: Uralilree 
Publishing Uo., 1982)
liefore Slatehood. Roots magazine 
by Bruce M. W hile and John W ick re 
(St. Paul: Minnesota Historical 
Society, Spring 1991)
Life in Minnesota Territory,
Roots magazine, by Bruce M. W h ite  
(St. Paid: Minne.sota H istorical 
.Society, W inter 1985)
VISIT:
Alexander Ramsey House,
Saint Paul. M inn.
Sildey House.
Mcndota Height,s, Minn.
E l  MINNESOTA IIISTORICAI,SOCIETY
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(Saunders, 1996, 243-244). There is an Increasing number of exhibitions that are 
designed with multiple paths through them. The visitor is provided with a range of 
options through which to acquire information (Hein, 1999, 76). The visitor follows 
the different points of view, avidly reading each instalment as a soap opera fan 
tunes in for each episode (Davis and Gibb, 1988, 43). Visitors understand this 
concept in their own lives, and are increasingly familar with media which does not 
conform to the classic realist text with a linear narrative (as discussed in chapter 
two). However, for many visitors it will be a revelation that the past may be viewed 
in this way. Historical empathy with these different points of view provides “an 
informed appreciation of people in the past, their predicaments and their solutions 
to the problems they encountered in everyday life (Prentice and Prentice, 1989, 
145).
Although the audiovisual presentation at Sainte-Marie among the Hurons (Ontario, 
Canada) has a linear narrative, it stresses the differing world views current among 
the mission’s 17th century Jesuit and Native American inhabitants. This prepares 
visitors for the issues the costumed interpreters will discuss. It ends by asking 
whether it is right to judge one world view better than the other. The screen darkens 
and it rises to reveal the wooden palisade and path leading inside it. This offers 
both an intellectual and a sensory preparation, which emphasise the visitor is 
stepping into an evocation of another world (Huronia Historical Parks, 2001).
At the Walters Art Gallery in Baltimore (Maryland, United States), visitors were 
introduced to contemporary views of artefacts on display through the eyes of three 
different characters (Stillman, 1993a, 23-26). The costumed interpreters at Beamish 
in County Durham (United Kingdom) are not in role but they are still asked to 
develop the perspective of someone from the era the museum depicts (Muirhead, 
1992, 19). The character interpreters at Colonial Williamsburg in Virginia (United 
States) provide the opportunity to learn about the past “from the personal 
viewpoints of the people who lived it” (CWF, 1990, 8). A technique common to 
many schools projects but rarely extended to presentations for the general public is 
that used by the Young National Trust Theatre (United Kingdom): each project “is 
structured so that they are able to participate in a number of activities relevant to the 
plot, to meet characters who represent different political, religious or personal 
points of view on issues in question, and eventually to make a decision based on
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their experiences” (Woodhead, 1994, 335). A rare example of an educational 
project adapted for family visitors is one by Theatre in Museum Education (United 
Kingdom), which interpreted evacuation during the Second World War through 
different individuals’ experiences (Linnell, 1997, 119).
The lone costumed interpreter can communicate several interpretations of a single 
object or idea by suggesting the person s/he represents believes one thing, while 
others have completely different views (Farmelo, 1993, 49). In the Spotted Owl 
Café project at the Science Museum of Minnesota (United States), the patron 
introduced him/herself as a neutral in the local logging debate and talked about 
his/her family members who had differing points of view. The patron’s brother and 
father were ostensibly urging him/her to sign petitions representing opposite sides 
of the argument. The café proprietor was a cipher for other characters with strong 
points of view (Hughes, 1998, 133).
Visitors at the Northwest Trek project identified new and thought-provoking 
information as favourable aspects of an interpretive presentation (Ham and Shew, 
1979, 42). Interpretation at its best is not information but revelation; and its chief aim 
is not instruction but provocation (Tiiden, 1977, 9). The job of an interpreter is not to 
turn visitors into instant experts but to inspire them to learn more (Veverka, 1997, 
82). The best response a gallery interpreter can have is not traditional applause, 
but the sound of visitors discussing the exhibit (Thomas, 1988, 27).
The five common characteristics in the way visitors think about the past suggests 
that structuring costumed interpretation in order to maximise the impact of first-hand 
experience; use the life story as a medium for learning about the past; develop 
trusted individuals as sources of information; explain objects and artefacts as 
symbols in people’s lives; and encourage visitors to use “professional” historical 
skills may help achieve the much-quoted aim of interpretation - provocation (Tiiden, 
1977, 9). However, a comprehensive model of costumed interpretation also 
includes the context in which it occurs, the visitor, the costumed interpreter, the 
content and the communication skills used to facilitate successful communication, 
which may be represented diagrammatically as in figure 58 (page 321).
The context variables include whether or not there is orientation available (and if
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so, what effect it has), the facilities on offer (such as toilets and food services) and 
the historical resources of the site itself (on a scale from ruins to full reconstructions) 
and the sympathy of the site’s surroundings (Pearce, 1991, 51). Together the three 
context variables combine to create the site’s atmosphere. The visitor’s variables 
are characterised according to his/her personal agenda, his/her position on the 
travel career ladder and the learning styles s/he employs in addition to age, sex 
and ethnicity. The costumed interpreter’s variables include the content (the 
information and how it is structured), the costume, and the communication skills 
(including research, editorial, characterisation and feedback skills, supported by 
training and evaluation) in addition to age, sex and ethnicity.
A great difficulty for all live interpretation is responding to the individual visitor 
which “tends to favour a limited number of viewers with an experience in depth 
while the rest of the public may go largely unguided” (Fortier, 1989, 10). “At the very 
point where the message can be tailored to the audience there is often no time or 
opportunity because of the circumstances on site” (Fortier, 1989, 11). One of those 
circumstances is cost: at Blists Hill in Ironbridge (United Kingdom) “visitors would 
like to see all the exhibits manned [sic] so as to provide a more informative 
experience. In the light of the cost of staffing all exhibits and the expressed need for 
more information, the museum may need to adopt a variety of interpretative media, 
including more conventional media such as information panels” (Beeho and 
Prentice, 1995, 247).
Broadening the points of view represented at an historic site can only raise issues 
of injustice, poverty and exploitation, which may explain why most places do not do 
it (Leon and Piatt, 1989, 69). “Social and cultural issues are without doubt difficult to 
deal with. They arouse feelings of guilt, inadequacy, despair, and anger”
(Hancocks, 1987, 185). Despite the American Association of Museums’s 1978 
statement that any social, political, artistic or scientific issue may be approached 
objectively and without prejudice (Hancocks, 1987, 187), most costumed 
interpretation sites acquiesce to visitor sensitivity and political correctness (Reid, 
2001, 139). A survey of open-air museums employing costumed interpreters in the 
United Kingdom concluded: “There is a lack of interpreter contribution to incite 
discussion and debate, especially with regard to potentially controversial topics” 
(Johnston, 1996, 21). Beamish in County Durham (United Kingdom) remains a
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deeply conservative peopling of the past: “One would be hard put, for example, to 
find any materials relating to the history of the region's labour and trade-union 
movements, and the activities of the women of the north-east in suffrage and 
feminist campaigns go entirely unremarked. In short, the conception of the regional 
people installed at Beamish is very much that of the people without a politics” 
(Bennett, 1988, 67).
A survey of 57 Canadian sites which use costumed interpretation showed that few 
have embraced “the revisionist spirit” or the “new social history” which aim to 
incorporate previously ignored themes, issues and people, bringing controversial 
or delicate topics to the fore (Pinkerton, 1993, 98). There are few representations of 
tension between Catholics and Protestants in pioneer villages and few recreations 
of St Patrick’s Day or 12th July celebrations in 19th century fashion. Typical 
responses laid stress on the “daily chores and seasonal activities” with “problems 
and hardships mentioned” but not prioritised (Pinkerton, 1993, 99). A few 
noteworthy exceptions were projects which addressed the Chinese community, 
women’s suffrage, and prisoners in gaol (Pinkerton, 1993, 100).
“Catalysing social debate” is a desirable aim for a museum (Davis and Gibb, 1988, 
41) but it may be at odds with the attitudes of benefactors or governing bodies 
(Hancocks, 1987, 185). At most sites with costumed interpreters, debate is not the 
aim with which they were preserved. The recent history of most historic sites as 
preservationist triumphs - great men, great monuments, great art - determines their 
interpretation within a European, imperialist social order and value system (as 
discussed in chapter one). Even though the more egalitarian open-air museums of 
the early 20th century concentrated on the typical, they took as their models for 
development the successful commercial sites which preserved the old order (Leon 
and Piatt, 1989; Wallace, 1986).
“There may be a conflict between the desire for accuracy and the need to maintain 
service standards” (Johns and Clark, 1993, 360). The need for sincere courtesy, a 
pleasant mien, and acknowledgement of the visitor as a guest runs counter to the 
need to stimulate or provoke (Handler and Gable, 1997). Are heritage sites 
educational organisations or commercial attractions ? Most are now in the midst of 
the tourist industry, with all its economic pressures. The literature suggests that
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costumed interpreters are introduced for market-orientated reasons but try to serve 
educational objectives. Neither the commercial nor educational usefulness of 
costumed interpretation is well researched, despite its growth in heritage 
attractions, its boasted enhancement of the visitor experience, and its assumed 
effectiveness as an interpretive technique. It is beyond the scope of this study to 
investigate all the variables in the model outlined above. The following chapters set 
out the methodology used to identify how costumed interpretation contributes to the 
visitor experience, if at all, and how it is managed at historic sites around the world.
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Chapter 9 
Methodology for the initial survey
1) Aim
Noting both the growth in costumed interpretation and the availability of only limited 
information about it, this study starts with two broad aims. The first is to explore the 
field in a mapping exercise. The second, dependent on the first, is to discern 
management models of costumed interpretation and examine its effect on the 
quality of the visitor experience. This section of the report sets out the details of 
stage one in the research - the mapping exercise and the subsequent survey of 
historic sites which use costumed interpreters.
2) Methodology
The methodology for this study falls into two clear stages - investigations of the 
broad context and the specific detail. In the absence of substantial information 
about costumed interpreters at heritage attractions, the first stage focused on 
obtaining such information. This was necessary for two reasons: to establish the 
characteristics and dimensions of the study area in order to supplement the limited 
literature specifically on the subject of costumed interpretation at historic sites; and 
to provide a basis from which to develop the research questions for stage two of the 
project.
The objective of this investigation was to identify the dimensions of costumed 
interpretation, the nature and characteristics of costumed interpreters and the sites 
at which they work, and to discover pertinent issues for further study. In this way it 
seeks to fill a gap and represents a form of mapping. This goes against the advice 
of one author who suggests: “It is important... that the process of selection of the 
sample should not involve excessive preliminary work in the form of mapping” 
(Yates, 1960, 19). Sadly, there is little information available from which to draw a 
sample of heritage attractions with costumed interpreters or to establish the 
parameters within which to develop further research questions; thus “excessive 
preliminary work” was necessary.
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I] Mapping
Fortier provides an excellent summary of the growth of what he calls the living 
history movement (Fortier, 1989, 2-3). His benchmark of “at least 800 living history 
museums in North America, and many more in Europe and Australia” was a 
starting point for tracking down relevant sites for a study (Fortier, 1989, 1 ). A 
comprehensive list of 186 embassies, consulates and tourist information offices 
(based in London, Paris, Brussels and Amsterdam) and 50 states in North America 
were contacted by post for information on sites employing costumed interpreters 
(figure 59 - page 327). This represents an almost complete census of countries in 
the world. Two reminder letters followed, which produced a considerable 
improvement in the response rate, which was eventually 46 per cent.
Those who responded provided information in the form of brochures, guide books 
and suggestions for further investigation (for example, the address of a ministry of 
culture or national tourism promotion board). A thorough search of all the 
brochures and guide books provided evidence of traditional or historical dress in 
use and gave addresses for further information as to the nature of these costumed 
presentations. Much of this evidence was pictorial - a Balinese Legong dancer in 
Indonesia (Indonesia Tourist Promotion Board, 1997, 15), a basket-weaver in the 
Old Town area of Kuwait City (Kuwait Ministry of Information, 1995, 94), the Blue 
Lagoon Viking Feast in Hafnarfjordur, Iceland (Iceland Tours Ltd, undated, 6).
Often, there was little supporting text to explain the context in which these costumes 
were worn, and further research was required to establish their relevance to this 
study. Other examples pf people wearing costume were accompanied by 
explanatory text: “A lot of rural communities continue to celebrate ritual festivals 
linked to the passage of time and the seasons. A time when locals perform age old 
song and dance routines in colourful folk costumes” appeared alongside a 
photograph of a woman in traditional clothing at a festival in Bulgaria (Bulgarian 
Committee of Tourism, 1996, 7).
Some photographs appear to have been selected to promote a destination, even 
though costume is not worn at local sites, even for special occasions - the town of 
Roswell in Atlanta (United States), is promoted by a leaflet with several women in
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antebellum gowns even though their appearance does not seem to be a regular 
occurrence in the local plantation houses (Historic Roswell Convention and Visitors 
Bureau, undated). Brochures sometimes include descriptions of the visitor 
experience which mention staff in costume and their role: “Costumed interpreters 
invite guests into the restored house [Rocky Mount in Tennessee, United States] 
where visitors discover members of the Cobb family, who perform daily chores” 
(Tennessee Historical Commission, 1997).
Four categories of costume emerged from this part of the study: traditional clothes 
as everyday wear, fancy dress for themed evening entertainment, traditional dress 
for a traditional activity (often in a religious or commercial context), and clothes for 
interpreters at heritage sites.
The suggestions for further investigation produced by the first wave of 
correspondence prompted more requests to organisations within the countries 
concerned. In most cases, the national tourism organisation, ministry of culture or a 
local historical organisation was asked to identify sites that used costumed 
interpreters.
Although most of these requests were in English, those countries which were 
formerly colonies of France received correspondence in French. In some cases, 
sites were contacted directly. Replies either provided clarification as to the status of 
the costumes shown or mentioned, identified new ones and/or offered further 
contacts. Those countries for which no information was forthcoming were 
investigated through gazetteers, travel guides and web sites. This process 
identified 639 sites (317 in the United States and 322 in the rest of the world) which 
use costumed interpreters. Subsequently, using boundaries identified in the next 
section, this provided the basis for identifying a total population of 385 sites.
Comprehensive though this investigation may seem, one research theorist 
cautions (as do others): “Non-sampling error occurs because of imprécisions in the 
definition of the target and study population” (Fink, 1995, 25). The bias toward 
tourism publications (for example, travel guides, tourism promotion brochures etc) 
at this stage of the research may have resulted in the omission of sites which do not 
promote themselves to tourists in a strategic fashion. Jamtli in Sweden and
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Jensen-Alvarado Ranch in California were identified from a delegate list at a 
museums conference (Association of European Open Air Museums, 1998) and a 
directory of museums (Anderson, 1985, 118) respectively. There may be many 
other sites which have been overlooked since museums in particular have not 
been market-orientated in their approach to management until relatively recently.
Another gap in the census is presented by language difficulties, particularly with 
non-European travel guides and gazetteers. Japanese promotion leaflets show 
pictures of men and women in period costume with Kenjiscript descriptions, and 
even those published with snippets of English translation do not clarify the purpose 
or permanency of the costumed staff (for example, Ryukyu Village, undated). 
Ethnocentric notions of employment and what constitutes a heritage attraction may 
also affect which sites are included - African sites frequently offer displays of 
traditional dancing, drumming and craft demonstrations but it is not always clear 
whether the performers are paid or allowing visitors to share an authentic ritual, as, 
for example, at the Maramba Cultural Village (Zambia National Tourist Board, 
undated).
At many sites costumed interpreters are used for special events only; four of the 25 
sites in a survey of costumed interpretation in Ontario (Canada) reported this (Tait, 
1989b, 46). Examples are the many battle reenactments in North America, 
educational programmes, such as Chateau de Chambord's “visites ludiques” 
(Domaine National de Chambord, 1997) or VIP visits, such as those at the 
Shalimar Garden and Lahore Fort (Lahore Museum, 1998). In these instances, the 
costumed interpreters do not form part of the regular visitor experience.
II] Boundaries
Having identified this range of sites the next key task was to arrive at a definition 
which would both provide a framework for the subsequent mapping as well as a 
basis for further research. “Definitions of key survey concepts should be based on 
the best available theory and practice” (Fink, 1995, 26). Unfortunately, many of the 
key survey concepts are drawn from new and ill-defined areas of the tourism 
industry. Agreed definitions of costumed interpreters and the nature of their 
employment are not found in the current literature. But this does not obviate best
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practice. Four criteria were used to establish the boundaries of the study. The 
population identified here consists of those sites which conformed to the following 
criteria (which are explained below):
i) the site is a heritage attraction;
ii) the costumes worn on site are not contemporary, everyday dress;
iii) the site's costumed interpreters are paid; and
iv) the costumed interpreters are a permanent element of the visitor experience, 
i) Heritage attractions
The working definition of an attraction used by the English Tourist Board is as 
follows:
“The attraction must be a permanently established excursion 
destination, a primary purpose of which is to allow public access for 
entertainment, interest or education; rather than being primarily a 
retail outlet or a venue for sporting, theatrical, or film performances”
(Hanna, 1994, 3).
Attractions which fell into this definition were included in the survey. This excluded 
townscapes, conservation areas or other themed groupings of attractions where 
costumed guides might be employed to do trails or tours. It also excluded special 
events, which are frequently staged using costumed and professional performers.
Using UNESCO’s distinction between natural and cultural heritage, this study 
excludes the former because the literature provided little evidence of costumes in 
use at natural sites. This study concentrates on those sites created by human 
actions of one kind or another (UNESCO, 1980, 8-9). If there are any costumed 
interpreters employed at natural sites, they do not fall within the scope of this study, 
while those working at cultural sites do. It is here that the growth of the genre has 
taken place. To define the criteria still more closely, one definition of “built heritage” 
offers a sub-category “sites”, which covers all the attractions included here: 
“museums, art galleries, historic buildings, historic sites/monuments, heritage 
centres, heritage theme parks, transport” (Millar, 1999, 9). The focus of this
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research was on historic buildings and collections of buildings rather than indoor 
museums and collections of objects. In particular, science museums and galleries 
were excluded from the research because these have evolved a particular style of 
live interpretation which is uncharacteristic of historic sites in general (Grinell,
1979; Quinn, 1981; Quinn and Bedworth, 1987; Craig, 1988b; Bicknell and 
Farmelo, 1993; Bicknell and Mazda, 1993; Bicknell, 1994; Hughes, 1998). All sites 
also had to conform to the English Tourist Board's refinement: “the attraction must 
be a single business under a single management” (Hanna, 1994, 3).
The use of costume in tourist attractions is not limited to heritage sites. Its use in 
theme parks and at other places for special events is well established. Various 
classifications of attractions were discussed above (see chapter one and figure 2 - 
page 8). Heritage attractions were defined as all those organisations which do not 
fall into the amusement, leisure or theme park category. These exclusions appear 
at the bottom of the figure, with retail, craft and workplace attractions - these, 
however, were retained within the heritage group, since many shops and 
workplaces are managed as historic attractions (for example, Harkin Store in 
Minnesota, United States and Fragrance of the Bahamas, a perfume factory in 
Grand Bahama).
One feature common to heritage attractions is an “education role” which sets them 
apart from other leisure attractions (Leask and Yeoman, 1999, ix). Not only are 
formal education groups seen as a target market, there is an acknowledged adult 
education function for historic sites (often ill-defined), which has its origins in the 
19th century, since when the masses have been encouraged (with varying degrees 
of success) to use their leisure time for self-improvement - an issue discussed at 
length in the literature review (Merriman, 1991, 1).
The introduction of costumed staff to heritage attractions is a relatively new 
phenomenon. The more usual function of “costume characters” or “rubberheads” at 
leisure parks is to add value to the visit by offering an entertaining spectacle rather 
than an educative experience (Gardom, 1996). At heritage sites, costumed staff 
seem to be regarded as part of the core visitor experience, often with an educative 
responsibility. For this reason, heritage attractions were selected for study and the 
exclusion of other visitor attractions formed one boundary to the population.
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ii) Costume
The Ox/orcy Engf//s/7 D/cf/ona/y defines costume as:
“The mode or fashion of personal attire and dress (including the 
way of wearing the hair, style of clothing and personal adornment) 
belonging to a particular nation, class, or period.”
The relative closeness of everyday wear to traditional or historic dress in some 
places makes a clear-cut distinction difficult. Men in Dubai, for example, wear 
dishdasha (an ankle-length garment) and gahfia (skull-cap) covered by gutra (long 
cotton head cloth) held in place by an igal (black woollen braid) - clothes which 
would not be out of place 100 years ago (Dubai Department of Tourism and 
Commerce Marketing, 1997, 19). Some historic villages are noteworthy in guide 
books - not for their period architecture but the opportunity of seeing current 
residents dressed in ancient fashions: “Old gentlemen dressed in ancestral attire, 
including horse-hair hats, are commonly seen on Andong’s streets” (Korea 
National Tourism Corporation, 1994, 113). Likewise, clothes which are worn for 
rituals (for example, a Batak wedding in North Sumatra [Indonesia Tourist 
Promotion Office, 1998]) or as a military or ceremonial uniform are not costumes 
but functional garments. An example of the latter appears each day at 11.55am 
sharp in Monte-Carlo: “The spectacular Changing of the Guard performed by the 
Carabiniers in full dress uniform (black in winter, white in summer), a ceremony 
which has remained unchanged for more than a century” (Direction du Tourisme et 
des Congres de la Principauté de Monaco, 1997, 4).
For the purposes of this study, “costume” refers to clothes which are not the normal 
civilian wear of a man or woman in the street, nor a uniform or protective suit 
derived from those styles (for example, air stewardesses’ uniform). Normal civilian 
wear cannot be regarded as having an interpretive function even if the heritage 
attraction imposes a dress code for corporate or hygienic reasons. Similarly, a 
uniform has specific functions - ease of identity, homogeneity and, in some cases, 
protection. A uniform may have a communicative function but it is not usually 
related to the heritage attraction's interpretive mission. If live interpreters are 
costumed, this study assumes that the clothing is intended to do more than provide
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warmth, decency or ornament for the individual wearing it (Squire, 1974, 13).
Therefore, the miners guiding visitors down the Blegny-Mine in Belgium in their 
blue overalls and hard hats are excluded, as are the visitor hosts in their red 
blazers at the Museum of Civilisation in Ottawa, Canada, and the naval personnel 
in modern uniform interpreting HMS Victory at Portsmouth Historic Dockyard in the 
United Kingdom. Countries where daily dress does not conform to western 
fashions are treated similarly: “There is no dress code for staff working in the 
various sites of cultural or historical interest. But Senegalese people tend to wear 
Senegalese costumes in [sic] every occasion” (Ambassade de la Republique du 
Senegal, 1997). In this case, traditional dress is in daily wear and cannot be 
regarded as costume. At the Polynesian Cultural Centre in Hawaii (United States), 
however, interpreters wear the clothes of Pacific islanders and, because this would 
not be normal wear in Hawaii, they are treated as costumes.
iii) Employed costumed interpreters
In the United Kingdom, “interpreters” in a heritage context are usually defined as 
the people (such as designers, historians, curators etc) who produce interpretive 
media, often working as freelance consultants or as employees in government 
organisations responsible for cultural or natural resources. Interpret Britain’s 
Directory 1993/4 lists “consultants and others offering interpretation-related 
services”, and the organisation’s name refers to it as “the association for the 
presentation and management of cultural and natural environments” (Interpret 
Britain, July 1998). However, this study refers to the interpreters who are working 
with visitors face-to-face (as is usual in the United States). No umbrella definition 
for these interpreters has yet come to the author’s notice. However, there are 
definitions for different kinds of interpreters: guides in all their varieties (Lingle 
Pond, 1993, 14), third-person interpreters (Anderson, 1985, 461) and first-person 
interpreters (Anderson, 1985, 458); there are passing references to crafts 
demonstrators (Malcolm-Davies, 1990b); and attempts at more complex 
explanations (Sansom, 1996, 121). A new word has been suggested to describe 
the person who provides interpretation: the “interpreter” (Cherem, 1977). Despite 
the 23 classifications listed under the heading of “interpreter”, not one is described 
as costumed.
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A working definition for this study might be a person who provides face-to-face 
interpretation, according to Tilden’s definition: “An educational activity which aims 
to reveal meanings and relationships through the use of original objects, by first­
hand experience, and by illustrative media, rather than simple-to-communicate 
factual information" (Tilden, 1977, 8).
There are clear distinctions between the amateur and professional, and the 
costumed and non-costumed live interpreter (figure 60 - page 335). Amateurs are 
specifically excluded from this research. It concentrates on those who are 
employed, using the following definition of “employ”: to “provide work for (a person) 
in return for money” (Collins, 1987, 176). Members of reenactment organisations 
who receive expenses are therefore excluded from this study, since they are not 
being paid for their interpretive work but for their subsistence and travel. These 
exclusions are designed to ensure that it is the emergence of an employment 
opportunity in the tourism industry which is under investigation.
Amateur reenactors or “weekend warriors”, as one authority terms them, “bop and 
bash for their own pleasure” (Anderson, 1984). The roots of this hobby can be 
traced in the United States to Philadelphia’s 1876 Centennial Exposition when 
pseudo-medieval knights and ladies “weren’t particularly interested in interpreting 
its folkloristic nuances for general audiences. Rather they were time-travelling for 
fun” (Anderson, 1984,135). This suggests that the reenactment movement is not 
strictly interpretation; there is a happy coincidence between the those who wish to 
dress up to enjoy themselves and those heritage sites which need cheap special 
events (Wallis, 1990).
It is also worth noting that there is often a lack of management control over 
volunteers in comparison to employees, owing to the absence of serious 
repercussions (financial penalty or loss of employment) if tasks are not undertaken 
according to instructions. The use of volunteers is often less organised than the 
employment of staff. Museums in the United Kingdom, for example, are reported to 
“take an unsophisticated, laissez-faire attitude to the management of volunteers. 
Procedures are frequently piecemeal and ad hoc rather than explicit and 
formalised” (Office of Arts and Libraries, 1991, 15). In these circumstances, it is
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likely to prove difficult to gather information about the reasons for using, and the 
role of, volunteer costumed interpreters. In contrast, employees will have clearer 
information about working practices and what is expected of them. At many 
heritage attractions, costumed staff are issued with written job descriptions and an 
employees’ handbook. For these reasons, a study of the role of costumed 
employees is more likely to reflect management intentions than a similar study of 
volunteers.
iv) Permanent
Even if an attraction is permanently open, it does not follow that costumed 
interpreters will be available at all times. Many sites employ costumed interpreters 
for educational sessions, promotional events or at weekends when the need to 
boost visitor figures justifies the expense (Sansom, 1996, 119; Griffin and Giles, 
1994, 331-332). A survey of such sites worldwide would be unfeasibly broad in 
scope. Sites where the costumed interpreters form part of the daily interpretive 
experience for visitors are included - even if the site closes for the winter.
These four filters reduced the original figure of 639 sites (317 in the United States 
and 322 in the rest of the world) to a study population of 385 sites, of which 155 are 
in the United States and 230 elsewhere (figure 59 - page 327).
Ill] Data collection
A tried and tested way of collecting data is the questionnaire, which has been 
defined as “a method of obtaining specific information about a defined problem so 
that the data, after analysis and interpretation, result in a better appreciation of the 
problem” (Chisnall, 1986, 104). The “problem” in this instance was the almost total 
lack of information about the employment of costumed interpreters at heritage sites.
Four main survey methods were considered (Chisnall, 1986, 104). Given the far- 
flung locations of many of the sites, both personal interview and telephone surveys 
were prohibitively expensive. Questionnaires left for interested parties to pick up 
might have proved useful if there had been a convention or conference for site 
managers at which a good proportion of delegates were from sites with costumed
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interpreters. Although conferences such as these do take place, they are infrequent 
and tend to be biased towards those for whom the travelling distances and costs 
are no obstacle. In addition, it might prove a difficult task for delegates to answer 
detailed questions away from their offices, where information would not be to hand 
(Oppenheim, 1986, 33). A postal survey seemed by far the most appropriate 
method of data collection: “The chief advantage of the mail questionnaire is 
cheapness” (Oppenheim, 1986, 32).
A second advantage is that “the processing and analysis are usually simpler and 
cheaper than in the case of interviews. Another advantage is that often a much 
larger sample can be covered at a modest increase in cost and that sampling can 
be more accurate, since an envelope can be addressed to a particular individual” 
(Oppenheim, 1986, 33). The postal method has its weaknesses too: “By far the 
largest disadvantage of mail questionnaires, however, is the fact that they usually 
produce very poor response rates. For respondents who have no special interest in 
the subject matter of the questionnaire, figures of 40 per cent to 60 per cent are 
typical; even in studies of interested groups, 80 per cent is seldom exceeded” 
(Oppenheim, 1986, 34). Lack of interest in the subject is “the most important single 
reason for non-response” (Chisnall, 1986, 257). An attempt to minimise this 
problem was made by identifying a named individual who had some responsibility 
for the costumed interpretation at almost every site. The questionnaires were 
addressed to this named person where possible.
Aiming for the highest response rate possible and avoiding item non-response in 
the survey is advised (Salant and Dillman, 1994, 20). The former may be achieved 
by several suitably worded reminders (Fink, 1995, 26; Oppenheim, 1986, 34). In 
this case, a second mailing was planned with another copy of the questionnaire, 
followed by an illustrated postcard (showing a costumed interpreter), with a strict 
final deadline for returns emphasised. This three-stage correspondence adheres to 
the effective tactics identified by Linsky in 1975 (Chisnall, 1986, 119).
IV] Research instrument
Having determined that the survey would be conducted by post, attention turned to 
the questionnaire itself. The purpose of the questionnaire was to discover basic
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information about employed costumed interpreters at heritage attractions (such as 
numbers of men/women, rates of pay, nature of training). This approach has 
yielded useful information about cultural specialists in the past, for example, in 
India, where Singer (1972) undertook investigation of cultural performers' 
recruitment, training, remuneration, motivation, attitude toward the career, and 
relation with the audience (Snow, 1993, 121).
Some anecdotal evidence for these areas of interest is available in published 
forms but it is largely out of date and not necessarily representative of the genre. 
Plimoth Plantation in Massachusetts (United States), for example, employed an 
average of 59 interpreters at the pilgrim village and on the Mayflower from 1983 to 
1985; 51 per cent were women, 49 per cent men. The average age of the 
interpreters was mid to late-20s. The youthfulness of the staff may be explained in 
part by the low salaries; in 1983, this was US$4 an hour, by 1985 it was US$5 
(Snow, 1993, 121-122). Issues such as staff turnover and status are linked to low 
pay and there is little opportunity for career progression in heritage organisations. 
There are all sorts of subtle and not so subtle pressures to move onward and 
upward in socially defined terms ... To solve it, more pay will have to be offered 
interpreters, particularly those who take up research functions. The revision upward 
of the status of interpreters mentioned above would help in this too” (Hawes, 1991, 
93). A site must devote substantial resources to live interpretation if it wishes to 
present a consistent and sophisticated historical message (Leon and Piatt, 1989, 
80-81). The questionnaire was developed as a crude measure for the level of 
investment a site makes in its costumed interpreters.
Postal questionnaires are not easy to write. Since no interviewer is present to 
interpret the questions, they must be free from ambiguity” (Chisnall, 1986, 256). 
Three conditions are necessary for ensuring a true response to a question; 
respondents must be able to understand the question; they must be able to provide 
the information requested; and they must be willing to provide the information 
(Chisnall, 1986, 106).
Questions were posed using simple language and, where difficult terms were 
employed, clear definitions were provided in a covering letter (for example, “first- 
person” and “third-person” interpreters). Some attention was paid to the sequence
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in which questions were asked (Oppenheim, 1986, 37). The first version of the 
questionnaire grouped the questions in columns under seven subject headings 
(appendix I).
i) Questions
The seven subject and column headings were labelled A to G:
A) Introduction
This section requested information that confirmed the site was relevant to the study 
(for example, “Does the site employ staff who wear costume [historical or traditional 
dress] on a permanent basis [ie when the site is open to the public]?”) and asked 
for numbers of such staff, the year they were first employed and the reasons for 
their introduction. A resume of staffing information for costumed interpretation from 
published sources appears in figure 61 (page 340).
Identifying the reasons why costumed interpreters were introduced was of primary 
importance. “Much of interpretative practice flows from objectives. These influence 
the form of media, the content of messages and the level at which they are pitched. 
Any eventual evaluation must relate to objectives; as Putney and Wager (1973) 
argued, you cannot say how well you are doing unless you specify what it is you 
are trying to do” (Herbert 1989b, 194). Asking respondents to identify objectives 
was intended to provide measures of success at a later stage in the research.
A range of objectives was suggested by reference to relevant literature.
Educational benefit for the visitors was identified as an important goal for heritage 
sites. “Light (1987) has listed seven additional objectives to that of education which 
may be found as motivations for interpretative provisions” (Prentice, 1993, 172). 
Those objectives relevant to heritage attractions include entertainment, visitor 
management, attraction promotion, influencing visitor attitudes, and public 
relations: “There are many intentions for this provision, including giving a human 
face to the museum, enlivening the visit and entertaining the visitors” (Bicknell, 
1994,376).
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Figure 61: Staffing structures at sites with costumed interpretation
The London Transport Museum employed five actors In 1993 (Pearman, 1993, 9:15).
Gallery drama in the London Science Museum (United Kingdom) began in a modest way in 1987 with a single actor. 
By 1992 the company, Spectrum Drama and Theatre Projects, had grown to some 20 actors performing over 20 
roles as part of a daily programme (Bicknell, 1994, 376). Spectrum Theatre held a contract to provide two or three 
characters for four hours a day for 360 days a year for a fee of US$139,000 (Bicknell and Mazda, 1993,1 ).
In 1990, the Wigan Pier’s acting company in Lancashire (United Kingdom) comprised seven actors and one 
director, who presented 9 or 10 planned scenes of ten minutes or so (Masters, 1990, 24; Lewis, 1994, 333).
The Science Museum of Minnesota employed four full-time and one part-time actor who provide four to eight 
presentations a day lasting 15 to 40 minutes each from a repertoire of 15 to 20 per season (Bridal, 1993,16). The 
programme was reported to cost US$80,000 per annum in 1988 (Craig, 1988, 59).
In 1992, the Canadian Museum of Civilization reported its resident theatre company as having seven professional 
actors, a stage manager, and a dramaturge who worked in eight areas with a repertoire of 30 plays and 13 first- 
person roles (Rubenstein, 1993, 93). In 1994, its resident theatre company has had six full-time and two part-time 
actor-interpreters, a stage manager and an assistant to the programme director. There were 31 scripts lasting 
seven to 25 minutes each in addition to two first-person roles per actor-interpreter (Cannizzo and Parry, 1994, 44).
The Museum of the Moving Image in London (United Kingdom) employed an actors’ company with a full-time 
manager and a part-time director, a team of 24 actors, three to cover each of six locations in the museum 
(Malcolm-Davies, 1990a, 27).
At the Royal Armouries Museum in Leeds (United Kingdom), there were 20 professional actors on the payroll in 
1996 (Whittington, 1996, 25).
In 1991, the Ukrainian Cultural Heritage Village in Alberta (Canada) employed nine full-time interpreters and more 
than 60 seasonal interpreters. There were two interpretation officers, who supervise the interpreters, a special 
events coordinator, an education officer and three farm positions. The interpretive staff work four days from 10am 
to 6pm and then have two days off (Lefsrud and Caron, 1991, 67).
The Jensen Living Historical Farm is owned by Utah State University. Its staff is drawn from students studying for 
a graduate degree in applied history: “The six or seven selected receive assistantships of at least US$3,000’’ 
(Craig, 1988, 65).
Bent’s Old Fort (Colorado, United States) offers two year-round posts to the blacksmith and Mexican labourer. All 
other costumed interpretation jobs are seasonal - from May to September (Gardner, 1991, 56).
The Forest History Center in Minnesota (United States) has three full-time staff members and 15 additional summer 
staff (Woods, 1993, 73).
In the 1980s, Old Cowtown Museum in Kansas (United States) was able to field one character to wander the town’s 
streets because of financial support from the Pepsi-Cola Company (Elder, 1981,11).
The African-American programme at Colonial Williamsburg was sponsored by AT&T to the tune of US$400,000 in 
the 1980s (Leon and Piatt, 1989, 78).
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“Influencing visitor attitudes” was considered too vague and too complex an issue 
for the stage one questionnaire. Attracting visitors and encouraging them to extend 
their visit has been acknowledged in the literature: “Another category of living 
history is promotion - getting the public to visit a site, or to stay longer. The people 
who encourage living history as promotion are often more interested in visitor 
counts and revenue generation than in meaningful insights or a true account of the 
past” (Fortier, 1989, 3-4).
Several authors comment that live interpretation proves a useful visitor 
management tool for reducing erosion at fragile sites by, for example, allowing 
access to an historic house by a guided tour only (Gunn, 1988, 123; McArthur and 
Hall, 1993; Uzzell, 1989; Moscardo, 1996, 379; Prentice and Light, 1994, 212). In 
the United States various management controls were identified by McKaskey 
(1975) in a paper highlighting the problems of visitor pressures at Colonial 
Williamsburg in Virginia (United States): “These included ... craft shops and 
outdoor demonstrations ... escorts, hostesses and interpreters”; similarly. The 
National Trust in the United Kingdom (1979) identified increasing the number of 
room stewards as a method of visitor control (Edwards, 1989, 279). The use of 
“actors in role play” is cited as another way of channeling visitor movements 
(Cooper et al, 1993, 216). Feasibility studies for heritage centre developments 
sometimes recommend the use of costumed interpreters to control visitor flow: 
Tetley Brewery Wharf at Leeds, an attraction in the United Kingdom, opened with 
costumed interpreters for this purpose.
Another suggested reason for employing costumed interpreters is the need for 
security. The Museum of the Moving Image’s documented rationale for introducing 
costumed interpreters was the need for staff who would fulfil the legal health and 
safety requirements (Malcolm-Davies, 1990a, 27). Similarly, the Science Museum 
of Minnesota (United States) required security for an exhibition in 1971 and the 
funds were used to create a theatrical presentation which would guard the exhibit 
and entertain at the same time (Hughes, 1998, 41). Costumed staff obviates the 
need for uniformed security staff (Lewis, 1994, 333) and may even be better than a 
guard: “Security is enhanced for the public as the costumed actor can caution and 
control the visitors without causing friction” (Shafernich, 1993, 46).
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Studies of price elasticity at heritage sites have shown that it is generally low, 
particularly in the long term (Snaith, 1975; Jones, 1984; Bouvaird, Tricker and 
Stoakes, 1984). However, anecdotal evidence from heritage site managers 
suggests that improving value for money by offering added-value experiences such 
as guided tours at no extra cost is a reason for innovative interpretation. For visitors 
to perceive the price as “expensive” is undesirable (Rogers, 1995, 222-223). “Two 
important considerations in leisure-time decision-making are the investment of time 
and money” (Falk and Dierking, 1992, 13).
Respondents were asked to grade the importance of eight reasons for the 
introduction of costumed interpreters (high, medium, low or not) drawn from the 
above. These included improving the educational and entertainment value of the 
visit, attracting more visitors, improving security and improving value for money. 
Visitor management and public relations were covered by three headings: “to 
improve customer care in general” (Schouten, 1995b): “to lengthen visitors' time on 
site” (Prentice, 1989); and “to control visitor flow on site” (Cooper et al, 1995, 216; 
Uzzell, 1989b, 1-15).
B) About the site
This section of the questionnaire confirmed basic details such as the official name 
of the site and the year it opened to the public. It also attempted to gather 
information which would provide classifications of heritage attractions for 
comparison of data during the analysis of results. All sites are subject to limits of 
budget support for improvements, including staff, and it is the nature of their 
ownership and management that dictates the availability of such resources (Gunn, 
1988, 122). “In many countries, attractions are owned and managed by three 
sectors: government, private enterprise, and nonprofit organisations” (Gunn, 1988, 
116). Growth is particularly marked in the private sector (Stevens, 1991, 109). 
Another category is quasi-public bodies or those which combine both public and 
private funding (Cooper et al, 1995, 211). One question asked respondents to 
indicate which of these options characterised the ownership of their site.
One criteria for comparing attractions was the means of admission, usually 
permission or price (Ferrario, 1979; Gunn, 1988). Respondents were asked to
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indicate whether admission was charged or not, and, if so, the admission price. 
Other details required were the months of opening in order to compare data from 
those which opened all 12 months of the year with those open only for a limited 
period. The length of time visitors spend on site is another way of comparing 
attractions, especially in terms of their interpretive facilities: the more developed 
these are, the longer visitors tend to stay (Prentice, 1989, 52). They are often 
classified as primary or secondary attractions depending on whether it takes most 
of a day to enjoy or less than half a day (Swarbrooke, 1995, 9). An experience 
which takes a whole day is very different from one that lasts under an hour. One 
question asked respondents to suggest the usual length of a visit to the site.
Another way of classifying attractions is by comparing the annual number of 
visitors. This section of the questionnaire asked for the visitor numbers in 1996/7 
and previously over five-year intervals. This would allow changes in the visitor 
numbers to be charted and significant changes identified, providing a clear picture 
of the attraction’s life cycle.
C) About recruitment
One of the recognised methods for controlling the performance of boundary- 
spanning-role employees is rigorous recruitment and selection (Bowen and 
Schneider, 1985, 137). While this may be true of commercial organisations, it may 
not be an accurate description of recruitment in a sector which has long been 
protected from the marketplace. People who work as costumed interpreters are a 
diverse group, which includes students taking time off from their studies, budding 
museum professionals developing job skills they can use to advance their careers, 
retirees seeking part-time income and diversion, craftspeople practising their 
chosen trade, people who want more interesting jobs than those in conventional 
workplaces, and others committed to educating the general public (Leon and Piatt, 
1989, 82-83). Other groups are mothers with older children, who can afford time to 
work part of the day (Alderson and Payne Low, 1976, 110). The age range of 
costumed interpreters in general has been described as either between 21 and 35 
years or over 60 years (Hawes, 1991, 92). Most of the summer season staff at the 
Ukrainian Cultural Heritage Village in Alberta (Canada) are students who have no 
long-term commitment to the site (Lefsrud and Caron, 1991, 69). Although many
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United States parks hire college students for such seasonal posts, Bent’s Old Fort 
in Colorado tries to recruit people with reenactment experience (Gardner, 1991, 
56).
“Achievements in acting, performance, history, communications fields like 
journalism or public relations, are well regarded. Any sort of previous employment 
which involved dealing with the public proves an asset” (Evans, 1996, 19).
Some sites employ actors and their recruitment procedures reflect this (for 
example, the Museum of the Moving Image in London, United Kingdom): “Those 
with experience in theatre-in-education and other community-based work are 
better at handling the public” (Malcolm-Davies, 1990b, 23). Most of the individuals 
who work as actor/historians at Plimoth Plantation in Massachusetts (United 
States) have “at least some kind of background in dealing directly with the public, 
in fields such as sales, teaching, bartending, human services, o r ... the performing 
arts” (Snow, 1993, 120-121). Academic qualifications are sometimes required: “It 
will be helpful if guides have some college experience” because study is a skill 
required of them and visitors are frequently college-educated themselves 
(Alderson and Payne Low, 1976, 106).
This section of the questionnaire asked for information about the profile of staff 
recruited for work as costumed interpreters, including educational achievements, 
work experience, the ages and sex of the interpreters currently employed, and the 
methods used during the selection process (for example, interviews and written 
tests).
D) About training
Few sources reveal the detail of subject matter covered or techniques used in 
training courses for costumed interpreters. Some anecdotal reports provide 
evidence of training programmes: at Old Sturbridge Village in Massachusetts 
(United States), eight days of introductory training are supplemented by a winter’s 
round of seminars, focus groups, lectures and individual projects (Leon and Piatt, 
1989, 81). At Plimoth Plantation in Massachusetts (United States), there is a two- 
week training session in the middle of March. These are supplemented by two-
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volume training manuals, dialect tapes, historical texts, and other research 
materials before training begins with lectures, familiarisation sessions, and tutorials 
during the two-week preparation period (Snow, 1993, 125-126). Some 
practitioners advocate training in both historical research and acting techniques for 
first-person interpretation (Snow, 1993, 148).
A Viking site, L'anse aux Meadows in Newfoundland (Canada) provided four 
weeks for training their first regular seasonal team of interpreters. There were three 
weeks in the classroom and one week of supervision in front of the public. Six 
weeks’ training is provided at the Viking Adventure in Dublin (Eire). However, these 
are unusual since “training is commonly measured in days rather than weeks” 
(Markewitz, 1999, 276).
Training for live interpretation is not simply a matter of providing an adequate 
induction course. The lead interpreter for the revamped display of Fitch House at 
Old Sturbridge Village in Massachusetts (United States) was required to train six 
new interpreters each year and monitor the existing interpreters, run training 
updates, and manage new interpretive programmes and information to keep the 
staff members motivated (Leon and Piatt, 1989, 81). Similarly, an experienced 
interpreter suggests that the real training for the actor/historians at Plimoth 
Plantation in Massachusetts (United States), is of the on-the-job variety (Snow,
1993, 129).
Evaluation is another aspect of costumed interpretation not much documented.
Snow s study of Plimoth Plantation records that “difficult examinations were given 
to the interpreters on a regular basis” in the early 1970s (Snow, 1993, 36). These 
were still in use in the early 1990s {Masters test - pilgrim village, Plimoth Plantation, 
1991).
This section of the questionnaire required details about the length of the induction 
training offered to costumed interpreters, its content, and the training methods 
used. Information was also required about the frequency of further training and 
evaluation, and the techniques used. The data from the completed questionnaires 
was intended to permit limited comparison between training and evaluation 
programmes at different sites.
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E) About the job
This section asked whether written job descriptions and contracts are offered to 
costumed interpreters, the rate of pay, the weekly hours of work, the turnover of staff 
and the level of investment in their costumes.
Pay for interpreters, whether in costume or not, is low. A survey of rangers at 
National Parks in the United States in 1989 reported them shopping in thrift stores, 
living on food stamps and welfare and housed in the poorest inner-city 
neighbourhoods (Shanks, 1991). An interpreter leading guided walks in Chester 
(United Kingdom) was paid just US$29 a day in the 1980s (Bateman, 1987, 4). 
Meadow Farm Museum in Virginia (United States) reported pay of US$50 per day 
to secure the services of reenactors who were in great demand during the 1984 
Christmas season (Hanson, 1993, 78). At the London Science Museum (United 
Kingdom) there was a daily fee of US$145 for each actor (Bicknell and Mazda,
1993, 1). At the Museum of the Moving Image in London (United Kingdom), the 
actors were paid US$188 for 20 hours over a six-day week on a three-month 
contract (Malcolm-Davies, 1990a, 27). Other salaries advertised in the United 
Kingdom include explainers at the Royal Air Force Museum (Hendon) at 
US$14,682 {Leisure opportunities, 4-17 August 1997), interpreters at the Royal 
Armouries Museum (Leeds) at US$18,842 (The guardian, 29 January 2000), 
Hampton Court Palace in Surrey at US$20,292 (The guardian, 24 January 2000) 
and interactors at the Imperial War Museum (Manchester) at US$21,761 {The 
guardian, 1 April 2002).
Staff turnover is a particular problem in an industry characterised by seasonality. At 
Old Sturbridge Village in Massachusetts (United States), 20 to 30 new recruits a 
year are trained. This represents 15 per cent of the interpreters and is considered a 
low turnover (Leon and Piatt, 1989, 81). The questions in this section were 
intended to provide evidence of the typical turnover of staff and permit meaningful 
comparisons between sites.
Evidence of costume budgets at historic sites is rare. A survey of 23 costumed 
interpretation sites in Ontario (Canada) reported seven which allocate part of the 
annual budget to costume but these sums were not quantified (Tait, 1989b, 54).
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Examples from the 1980s in the United Kingdom range from US$145 per costume 
for 19th century costumes at the newly-opened Wigan Pier (Cliffe, 1987, 9) to more 
than US$1,450 per costume for a Norman nobleman or Roman legionnaire for a 
guided walks programme in Chester (CEI, 1987b, 7; Bateman, 1987, 4). A special 
events programme at The Mary Rose in Portsmouth (United Kingdom) budgeted 
US$1,450 per character for its costumed Tudor interpreters (Summers, 1993, 16).
F) About the work
The simplest question in this section asked how many hours a day the interpreters 
were available for contact with visitors. There is surprisingly little published 
information about this fundamental aspect of the job. At Plimoth Plantation in 
Massachusetts (United States), a working day is from 9am to 5pm with an hour’s 
break for lunch (Snow, 1993, 79); at Hampton Court Palace, the working day with 
the public is five hours, including break time of an hour, usually in two half-hour 
slots (Malcolm-Davies, 2000, B4). Actors working at the Boston Science Museum 
have “one and three-quarters hours in the gallery in character, a half-hour lunch, 
and another hour out in the gallery” (Hughes, 1998, 61). At the Ukrainian Cultural 
Heritage Village in Alberta (Canada) the interpretive staff work from 10am to 6pm 
(Lefsrud and Caron, 1991, 67). Burn-out is a common feature of sites where 
several thousand visitors are welcomed daily (Snow, 1993, 74). It was intended 
that useful benchmarks for the working day would emerge from the data.
The visitor experience offered during this contact is determined by the style of 
interaction and the type of information communicated (Alsford and Parry, 1991, 14; 
Cohen, 1985, 14). This section of the questionnaire attempted to discover how 
contact with visitors is organised (for example, casual, directed or scripted). It asked 
how the nature of the encounter between the costumed interpreter and the visitor 
might be described (for example, conversation, demonstration or presentation). 
Information about when the visitors can ask questions was also requested in this 
section (for example, at any time or when invited).
There is a variety of approaches to the use of role-play in evidence at historic sites. 
Information from the literature made it clear that a simple choice between first- or 
third-person would be inadequate: “Neither first-person nor third-person
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interpretation is best for every site, historical subject, or situation. Total role playing 
is better suited to Plimoth Plantation than to an institution where many untouchable 
antiques are on display, where the community's residents are poorly documented, 
or where visitors must be asked to imagine important aspects of the community that 
cannot be shown. In fact, for many sites the best approach is to mix third and first- 
person interpretation and choose the right one for the particular situation, even 
though this can lead to visitor confusion” (Leon and Piatt, 1989, 90). A list of options 
asked for information on the mix of role-play techniques employed at each site.
It was intended that answers be analysed with reference to the design and 
authenticity of the site because an important issue might be the extent to which the 
costumed interpreters were integrated with their environment and the site's other 
interpretive techniques. On the former, Falk and Dierking comment that “museum 
staff and docents have played a longstanding role in helping to interpret exhibits to 
the public, but historically they have been left completely out of exhibit 
development. Recently, many museums have attempted to bring educational staff 
and volunteers into the exhibition development process” (Falk and Dierking, 1992, 
145-6). Some museum exhibits are designed as full-scale reconstructions of 
historical or cultural environments, with the intent that they double as sets for 
theatrical interpretation (Alsford and Parry, 1991, 12). Respondents were asked to 
provide information on both of these issues.
This section also considered the professional status of the costumed interpreters 
within the organisation, which one observer at least has characterised as 
questionable, if not downright lowly, within the industry as a whole (Snow, 1993, 
122). “Many people look upon the interpreter’s job as childish or fly-by-night or see 
the actor/historian as misfits ... some individuals struggle with this sense of 
illegitimacy about their jobs, and a few work hard at defining themselves 
professionally” (Snow, 1993, 122).
G) About the respondent
A lack of curatorial control over costumed events has been noted (Sansom, 1996, 
120). The covering letter asked that someone familiar with the work of the 
costumed interpreters fill in the questionnaire. This section asked the respondent
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for his/her job title to provide an indication of whether their work was most closely 
associated with the interpretation, education, publicity, or curatorial departments, 
among other possibilities, and provide a general indication of which departments 
control costumed interpretation.
The respondents were asked to grade the efficacy of different interpretive 
techniques and to comment on the contributions of the costumed interpreters to the 
visitor experience. They were also asked to estimate the impact the employment of 
costumed interpreters had on the admission price.
This section asked respondents for their own status in relation to the costumed 
interpreters (for example, indirect superior, equal) to suggest how familiar the 
respondents are with the work of the costumed interpreters and allow a check on 
the tendency of those who are in direct supervisory roles to upgrade the 
effectiveness of the staff for whom they are responsible.
ii) Design
A variety of constrained answering methods were used (for example, multiple 
choice, grading with grids, yes/no) in order to provide variety and avoid what one 
researcher has termed the “halo effect”, whereby the respondent falls into a pattern 
with his/her answers by, for example, always taking the far right option in a grid or 
differential scale (Chisnall, 1986, 164).
Each subject column began with simple questions (for example, “What is the name 
of the site?”). The more complicated questions were placed at the bottom of the 
column (for example, “Which of the following best describes ... ?”) The questions 
which required most thought were left to the last column, which was entitled “About 
you” and asked for the respondent’s opinions.
Only two of the 58 questions in the pilot questionnaire offered the opportunity for 
open answers. Although facts are preferable to opinions, there were some issues 
on which respondents’ opinions might suggest ideas for investigation in the future 
(Chisnall, 1986, 107). One asked “In your professional opinion, how do costumed 
interpreters contribute to visitors’ understanding of the site?” A page of blank space
349
invited respondents to comment in whatever way they wished.
The covering letter (the inclusion of which is “sound practice”) and questions were 
accommodated on two sheets of white, A3 paper folded to form an eight-page 
booklet (Chisnall, 1986, 117). The colour of the paper is not regarded as an 
important factor by several authors, although “layout and printing are particularly 
important” (Oppenheim, 1986, 35; Chisnall, 1986, 117). A professional designer 
ensured the layout assisted respondents in their answers as far as possible.
iii) Pilot
“Questionnaires which are required for a large scale inquiry should be tested by a 
pilot survey” (Conway, 1967, 141 ; Yates, 1960, 99). A number of sites were 
randomly selected from the population and contacted by letter asking whether they 
would be willing to fill in a pilot questionnaire and comment on it. Twenty sites were 
invited to participate, 18 said they would and 13 returned their pilot questionnaires. 
The data were processed to discover the ways in which respondents had 
interpreted the questions, the ease with which they could answer them, and the 
usefulness of the results.
It was clear from the completed pilots that certain questions needed restructuring in 
order to ensure the information was useful. Further options were added to some of 
the multiple-choice questions where respondents had been unable to answer 
accurately. Certain questions asked for further information to be sent with the 
completed questionnaire; reminders were added to ensure their enclosure. Where 
respondents identified ambiguity in a question, the wording was changed to clarify 
its meaning.
The two open-ended questions were removed altogether as they had not been 
answered with any consistency. A blank panel was retained on the front page of 
the new questionnaire - respondents were invited to use it for any observations or 
explanations they wished to add to their answers.
The design of the questionnaire changed for four reasons: the difficulty of collating 
two sheets of folded A3 paper, which was time-consuming; the expense of posting
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such a weighty package worldwide; the need for a separate means of addressing 
the envelope (both time-consuming and costly); and the University of Surrey had 
adopted a new logo and letterhead during the period between the pilot and main 
surveys.
The new questionnaire (appendix II) was confined to one double-sided, A3 sheet, 
which could be folded by machine. A separate, single sheet provided the covering 
letter, which was printed with the mailing address positioned for a window 
envelope. This had the added advantage that respondents could keep the covering 
letter for reference, if they wished, which was not possible when it formed part of 
the questionnaire.
Results from the pilot survey confirmed the diversity of sites at which costumed 
interpreters were employed - from reconstructed open-air parks covering several 
acres to restored homesteads to purpose-built exhibition galleries. It was clear too, 
that there was little consistency to the ways in which costumed interpreters were 
recruited and trained, how much they were paid or the length of their working day.
One interesting revelation was the use of “costume” for purely modern health and 
safety purposes rather than interpretive reasons. This applied to former industrial 
sites now open to the public (for example, miners wearing overalls and safety 
helmets when conducting guided tours). Since this did not conform to the idea of 
“costumed interpretation” with which the study was conceived (Clement, 1998, 18), 
such sites were excluded from the subsequent stages of the research.
The questionnaire was translated into languages other than English, notably 
Russian (appendix III) and Japanese (appendix IV) by native speakers, in the hope 
of increasing the number of responses. The translations were sent with an English 
language version of the questionnaire. However, the ethnocentricity of the 
questions, the presuppositions of the researcher, and the vagaries of the postal 
system in remote areas may have made non-response inevitable from places 
which are most culturally divergent from the United Kingdom (for example, China).
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V] Sampling
Having produced a questionnaire which was practical to send by post and 
provided data which could be usefully analysed; it was necessary to determine the 
number of sites to which it might be sent.
i) Size
“For large populations, we need samples of about the same size to make our 
estimates, regardless of whether we are interested in 100,000 people or one 
million. Only when we are concerned with groups of less than several thousand 
does the sample size make a big difference” (Salant and Dillman, 1994, 56). The 
population in this case had already been determined at 385 sites - small enough to 
warrant great care in the construction of a suitable sample.
Sample size also depends on how varied the population is with respect to the 
characteristics of interest (Salant and Dillman, 1994, 54). “A 50/50 split means that 
the population is relatively varied, while an 80/20 split means it is less varied” 
(Salant and Dillman, 1994, 56). The characteristics of the sites under scrutiny in 
this study are little known - indeed, these are the details under investigation. 
“Unless we know the split ahead of time, it is best to be conservative and use 
50/50” (Salant and Dillman, 1994, 55). The pilot responses, which were 
considerably varied, also advised the 50/50 approach.
Appropriate sizes of sample for various population levels are as follows (Salant 
and Dillman, 1994):
Sample size for 95 per cent confidence level 
+/-3% +/-5% +/-10%
sampling error sampling error sampling error 
Population size 50/50 80/20 50/50 80/20 50/50 80/20
250 203 183 152 124 70 49
[375 272 185 76]
500 341 289 217 165 81 55
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The mapped population of heritage attractions with paid, permanent costumed 
interpreters is 385. Using Salant and Dillman’s figures as a guide, and noting both 
the significance of sample size to a small population and the unknown level of 
variety in characteristics of the sites, a population of 375 requires a sample of 272 
for a 95 per cent confidence level with +/-3 per cent sampling error. Therefore, the 
study demands a return of at least 272 usable questionnaires accurately to 
represent a population of 386 sites. Not all sites will reply or complete the 
questionnaires properly. To ensure a full sample for analysis, questionnaires must 
be sent to more than 272 sites. However, if a 10 per cent sampling error is 
acceptable, 76 usable questionnaires will be adequate.
ii) Profile
“The ideal sample is a miniature version of the target population" (Fink, 1995, 44). 
One way of ensuring this is to build a stratified random sample: “the population is 
divided into subgroups or ‘strata’, and a random sample is then selected from each 
subgroup” (Fink, 1995, 11). An alternative is quota sampling, which is “designed to 
produce the same result as stratified sampling since it also ensures the correct 
proportions of each [subgroup]” (Conway, 1967, 133). “Quota sampling divides the 
population being studied into subgroups such as male and female and younger 
and older. Then you estimate the proportion of young people in each subgroup (for 
example, younger and older males and younger and older females). The sample is 
drawn to reflect each proportion ... For quota sampling to be effective, the 
proportions must be accurate” (Fink, 1995, 19-20).
Having established the usefulness of a quota sample in replicating the features of a 
whole population, some thought must be given to the subgroups from which quotas 
may be drawn. “The strata or subgroups are chosen because evidence is available 
that they are related to the outcome ... the justification for the selection of the strata 
can come from the literature and expert opinion” (Fink, 1995, 13). The lack of both 
literature and expert opinion relevant to this study makes such justification almost 
impossible. Pilot surveys can help identify population characteristics which may be 
suitable for stratifying samples (Chisnall, 1986, 67). However, the results of the pilot 
survey in this study serve to demonstrate the lack of readily identifiable significant 
strata or subgroups.
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Since this is a worldwide study, subgroups might be identified geographically (for 
example, by continent), by ownership (for example, private/public), yearly visitor 
figures, type of site (for example, original, replica, restored original), or numbers of 
costumed interpreters on the staff, among other possibilities. However, very little 
information on all these aspects of heritage attractions is readily available without 
contacting each site directly and the results of the pilot survey revealed few clues. 
Given the paucity of information on heritage attractions with costumed interpreters, 
it was difficult to say which subgroups would yield meaningful analysis - is 
geographical location any more useful than a country’s stage in its economic 
development, dependence on the tourism industry or population density ? 
Assumptions such as these may owe more to the preconceptions and prejudices of 
the researcher than reality: “Frequently, researchers lack sufficient knowledge of 
the relative variability in strata when surveys are being planned” (Chisnall, 1986, 
68).
Subgroups, it seems, must be properly represented in the sample to yield 
meaningful results. Any analysis of subgroups in the sample necessitates a drop in 
accuracy. Since this survey envisages comparison of several subgroups, there is a 
need for samples larger than those shown above, unless an error of 10 per cent is 
acceptable. A commitment to the highest level of accuracy demands an even 
greater sample than the 272 sites suggested above. “The more members of the 
population differ amongst themselves, the greater the error that can be introduced 
into the sample, by the inclusion of some individuals and the exclusion of others” 
(Conway, 1967, 13). Initial data gathered during the pilot investigation suggested 
huge differences among the population (for example, numbers of staff in costume, 
annual visitor figures). Any exclusions were likely to result in errors on a grand 
scale.
Quota sampling is “practical if reliable data exist to describe proportions” and that 
“records must be up-to-date to get accurate proportions” (Fink, 1995, 23). Heeding 
these warnings and noting the lack of concrete information about the population of 
heritage sites with costumed interpreters, neither stratified random nor quota 
sampling appeared to be appropriate for this study.
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Alongside this observation, it must be noted that any estimated saving in cost and 
effort (in communicating with more than 272 sample sites as opposed to a 
population of 385 sites) seems too small to justify, given the potential loss of 
accuracy. “If the size of the sample is increased to include the whole group or 
population, there will be no error” (Conway, 1967, 13). Nevertheless, one benefit of 
stratified and quota sampling is still available using the whole population: analyses 
of subgroups may still be made, provided characteristics which could define 
meaningful subgroups are recorded (for example, annual visitor numbers). 
However, the decision to survey the whole population rather than a sample 
highlighted the need to estimate and correct for non-response. “Nonresponse error 
occurs when a significant number of people in the survey sample do not respond to 
the questionnaire and are different from those who do in a way that is important to 
the study” (Salant and Dillman, 1994, 20). This comment is at variance with another 
view which suggests “the simplest way of dealing with non-response is to regard 
the non-respondents as similar to the remainder of the sample ie to treat the 
sample as if it were a sample on a smaller number of units” (Yates, 1960, 130). It is 
possible to allow for non-response bias by “ascertaining the nature of the bias” by 
comparing the non-respondents with the respondents (Oppenheim, 1986, 34). It 
was therefore decided that as far as possible some analysis would be made of the 
characteristics of those sites which failed to respond.
The questionnaire was sent to the whole population of identified sites at which 
costumed interpreters are employed - except those for which adequate postal 
addresses were not available. The questionnaire was sent to a total of 375 sites 
(there were 10 sites for which adequate addresses could not be found). After three 
mailings, a total of 205 questionnaires were returned, which represents a response 
rate of 55 per cent. There were 45 questionnaires which stated the sites were not 
applicable to the study because they fell outside the boundaries outlined above.
This provided a corrected estimate of the population of 340 sites. One 
questionnaire was unusable. Therefore, interim results are based on the data 
provided by 159 questionnaires, although it must be noted that not all respondents 
answered all the questions.
This number of respondents (159) is below the original target of 185, which carries 
a sampling error of 5 per cent. However, it is well above 76, which carries a
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sampling error of 10 per cent. It is therefore imperative that the results are treated 
with caution since they may include errors of between 5 and 10 per cent.
Taking the above discussion of subgroups into account, it is worth examining the 
subgroups provided by geographical location as an example of the reliability of the 
sample in reflecting the population as a whole. The proportions are not too wide of 
the mark:
in population in survey
North America 218 (65 per cent) 120 (75 per cent)
Europe 54 (16 per cent) 28 (18 per cent)
Asia and Oceania 29 (8 per cent) 9 (6 per cent)
Eastern Europe 22 (7 per cent) 1 (1 per cent)
Caribbean 7 (2 per cent) 1 (1 per cent)
Africa 7 (2 per cent) 0
South America 3 (1 per cent) 0
The results from an analysis of the data collected by this method are reported in a 
later chapter. The next section discusses the methods used in stage two of the 
study.
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Chapter 10 
Methodology for the second stage study
This section sets out the methodology for investigating the relationship between the 
employment of costumed interpreters and what visitors experience at historic sites. 
From the initial stage of the study and the literature review, it became clear that this 
was a key question to be answered in understanding the role, importance and 
relevance of costumed interpretation. For example, the initial survey results suggest 
that 91 per cent of those heritage attraction managers who provided a response 
(155) believe their costumed interpreters make a high contribution to visitor 
satisfaction. Ensuring visitors leave satisfied with their experience is crucial for the 
success of heritage attractions because of the fiercely competitive marketplace in 
which they now operate (CBI, 1998, 10; Prentice and Light, 1993, 212). Some 
commentators believe that one of the defining functions of an attraction is to provide 
satisfaction (Gunn, 1994, 57-58; Walsh-Heron, 1990, 2 & 8-9). Any real or imagined 
contribution to it demands investigation, especially since “the effectiveness of 
interpretation at achieving management objectives seems to have been assumed 
rather than having been the subject of formal assessment” (Prentice and Light, 
1994,213).
1) Pertinent findings from the initial survey
Initial results from the participating sites at which costumed interpreters are 
employed suggest further study of their work is desirable. The findings from the 
initial survey identified a number of clear lines of enquiry for further research. 
Prominent among these was the extent to which the costumed interpreters and the 
costume itself contribute to the visitor experience. This, in turn, may be linked to 
some of the key variables that the heritage site managers can influence, notably the 
resources devoted to training, pay and costume. These together point to what may 
be important relationships. A few examples of the findings serve to illustrate this:
I] Visitor experience
The initial stage of the study revealed five important dimensions of the visitor 
experience. These are described in detail in chapter 11, which reports all the
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findings of the initial survey with explanatory charts and tables. The findings which 
formed the foundation of the second stage survey are summarised here (chart 8 - 
page 435).
Of the 159 sites in the survey, 82 per cent suggested that costumed interpreters 
were introduced to improve the educational value of the visitor experience, while 
89 per cent believed that the costumed interpreters made a high contribution to the 
site’s success in this way.
Of the 159 sites in the survey, 60 per cent suggested that costumed interpreters 
were introduced to improve the entertainment value of the visitor experience, 
while 74 per cent believed that the costumed interpreters made a high contribution 
to the site’s success in this way.
Of the 159 sites in the survey, 59 per cent suggested that costumed interpreters 
were introduced to attract more visitors, while 64 per cent believed that the 
costumed interpreters made a high contribution to the site’s success in this way.
Of the 159 sites in the survey, 42 per cent suggested that costumed interpreters 
were introduced to improve value for money, while 67 per cent believed that 
the costumed interpreters made a high contribution to the site’s success in this way.
Of the 159 sites in the survey, 39 per cent suggested that costumed interpreters 
were introduced to improve customer care, while 62 per cent believed that 
costumed interpreters made a high contribution to the site’s success in this way.
Although 68 per cent of all sites conducted visitor satisfaction surveys, few of them 
asked specific questions to measure the educational, entertainment, promotional, 
value-for-money or customer care contributions of the costumed interpreters.
These findings suggest that heritage attraction managers believe the costumed 
interpreters are contributing to their sites’ success in several important ways but 
that there is little empirical evidence on which to base these suppositions. Some 
investigation of the visitors’ attitudes towards the costumed interpreters might 
reveal whether the site managers’ are justified in their assumptions.
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Il] Costumed interpreters .
The initial study of the costumed interpreters provided a basis for establishing that 
different sites devote different levels of resources to the provision of costumed 
interpretation as demonstrated by their investment in pay, training, and the costume 
itself.
i] Training (charts 18 to 23 - pages 447 to 450)
Different levels of staff training have been identified as potential variables in a study 
of the effect of costumed interpreters' competence on visitors’ ability to recall 
information at the Fortress of Louisbourg in Nova Scotia (Canada) (Ryan and 
Dewar, 1995, 300).
The vast majority (94 per cent) of sites provide up to a month’s initial induction 
training for recruits for work as costumed interpreters: 48 per cent offer up to a 
week; 46 per cent offer one week to one month. There are 6 per cent of sites which 
offer between one and three months’ training. For the purposes of this research, up 
to a week’s induction training is characterised as a low investment; one week to 
one month is a medium investment; and one to three months’ induction is a high 
investment.
Further training for the costumed interpreters is offered daily or weekly (15 per 
cent), monthly or quarterly (47 per cent); annually or never (37 per cent). For the 
purposes of this research, further training on a daily or weekly basis is 
characterised as a high investment; monthly or quarterly training is a medium 
investment; and annually or never is a low investment.
Evaluation of the costumed interpreters takes place at most sites on an annual 
basis (45 per cent). Another 32 per cent evaluate their staff monthly or quarterly; 
some evaluate their staff daily or weekly (14 per cent); and 9 per cent never 
undertake evaluation. For the purposes of this research, a daily or weekly 
evaluation is characterised as a high investment; a monthly or quarterly evaluation 
is a medium investment; and an annual or no evaluation is a low investment.
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Taken together, these three activities provide a profile of investment in staff training:
High Medium Low n/a
No of sites total
Type of training
Induction training 10 73 76 0 159
Further training 24 74 59 2 159
Evaluation 22 51 86 0 159
From the above measures it is possible to construct a summary profile of 
investment in training for most sites in the survey. This is based on the combination 
of high, medium and low ranks in relation to the three types of training. For 
example:
Induction training Further training Evaluation 
Site A High High High
Site B Low Low Medium
Site C High Medium Medium
Site D Medium High Low
Site E High High Low
Summary profile
High
Low
Medium
(Medium)
High
Two or three of the same rank (Sites A, B, C and E) produce a summary profile of 
that rank; three different ranks produce a summary profile of medium (Site D).
These findings suggest that investment in training and evaluation varies and may 
have an influence on the performance of the costumed interpreters and therefore 
an effect on the visitor experience. Some investigation of the visitors’ opinions of 
the costumed interpreters’ standards of service may show a direct relationship 
between training and the visitor experience.
ii] Pay (chart 24 - page 451)
Pay scales vary considerably. Respondents were asked to state the fee paid to staff 
for a day’s work in costume. The highest daily rate for men and women was 
US$136, while the lowest was US$11. The mean daily wage for men is US$57 
(based on 135 sites), while the mean daily wage for women was US$55 (based on 
143 sites).
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Cost of living varies considerably from country to country. A more realistic view may 
be produced by comparing the daily pay with the admission prices at the heritage 
attractions. For those sites at which entrance is free, the mean admission fee of 
US$7 was used to categorise them in terms of pay. As a mean, the daily wage is 11 
times the admission price to the site for both sexes. The highest rate of pay offers 
79 times the admission price and the lowest is a site where the interpreters are paid 
less than the admission fee.
Since the breakdown is similar for both sexes and more sites provided information 
about women’s pay, the latter is used here for illustration. At one site (where men 
only were employed) the men’s rate of pay has been used. The rates of pay may be 
categorised as follows:
Up to seven times the admission price 66 sites (42 per cent) Low
Seven to 14 times the admission price 43 sites (27 per cent) Med
15 times the admission price or more 36 sites (23 per cent) High
Unspecified 14 sites (9 per cent) n/a
Total 159
These findings suggest that investment in staff pay varies and may have an 
influence on the performance of the costumed interpreters and therefore an effect 
on the visitor experience. Some investigation of the visitors’ opinions of the 
costumed interpreters’ standards of service may show a direct relationship between 
staff pay and the visitor experience.
iii] Costume budget (chart 25 - page 452)
There were 15 sites in the survey for which no information was forthcoming about 
costume budgets. At 12 sites, the interpreters were expected to provide their own 
costumes. The budget for a complete costume at the other 132 sites ranges from 
US$8 to US$5,000, while the average is US$462.
Using a comparison with admission prices again provides a way of examining and 
ranking the sites’ expenditure on costume. The sites at which entrance is free were 
categorised by using the mean admission fee of US$7. The mean expenditure on a
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costume is 92 times the admission price, although there was a minimum of twice 
the admission price and a maximum of 2,500 times the admission price. These 
multiples were used to define categories of investment in costume - low for those 
investing up to 40 times the admission price; medium for those investing 40 to 80 
times the admission price; and high for those investing more than 80 times the 
admission price. The 12 sites at which the interpreters provide their own costumes 
were also categorised as low, since the site invests nothing in these circumstances.
Up to 40 times the admission price 69 sites (43 per cent) Low
40 to 80 times the admission price 32 sites (21 per cent) Med
More than 80 times the admission price 43 sites (27 per cent) High
Unspecified 15 sites (9 per cent) n/a
These variations demonstrate that the expenditure on and hence the quality of 
costume spans a wide spectrum. These findings suggest that investment in 
costume varies and may have an influence on the performance of the costumed 
interpreters and therefore an effect on the visitor experience. Some investigation of 
the visitors’ opinions of the costumed interpreters’ standards of service may show a 
direct relationship between investment in costume and the visitor experience.
These few initial results from the first survey showed that there was a wide range of 
approaches to the induction and training of costumed interpreters. A site which 
invests time and effort in training its staff might be expected to provide a higher 
quality visitor experience than one which does not. Pay also varied considerably - 
and not just across national boundaries. Within countries, there were huge 
differences in the money paid for a day’s work in costume. This might also have a 
bearing on the performance of the interpreters and thus on the visitor experience. 
Similarly, the information gleaned from the initial survey on investment in costume 
at historic sites showed a wide range which in turn might have an effect on the 
visitor experience. This too merited further investigation. A measure of the visitors’ 
responses to costumed interpreters working in different investment environments 
was required. An overall investment profile for each site was based on its provision 
of training, level of pay and its costume budget.
The three dimensions of costumed interpretation (training, pay and costume
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budget) combined with the dimensions of the visitor experience provided the basis 
for clarifying the research question for the second part of the study. This was to 
explore the relationships between costumed interpreters and the visitor experience. 
These relationships may be presented diagrammatically (figure 62 - page 364) and 
the research question may be stated as: To what extent does a historic site's 
investment in training, pay and costume for its interpreters influence the visitor 
experience at that site? The dependent variable is the visitor experience, the 
independent variable is the investment in training, pay and costume with the other 
influencing variables being the interpreters themselves, the sites and the visitors. 
Much of the information about these variables had been gathered in the initial 
survey but once the research question was clarified, there were some important 
omissions. These related to the costumes and the visitor experience; the methods 
devised to overcome these omissions are described below.
2) Mapping sentence
A draft mapping sentence (figure 63 - page 365) provided an illustration of the gaps 
in the data at this stage and further defined the research question. This was further 
refined as the research methodology developed (a final version of the mapping 
sentence appears later in this chapter). The numbers in brackets indicate the 
question in the initial survey which provided information for each variable. A full 
version of the draft mapping sentence reads as follows:
A historic site with xyz/abc annual visitors, with/without an admission fee, 
and an original/replica/restored environment, which employs interpreters who 
are young/old, male/female, minimally/highly educated, who have a job 
description which is written/unwritten, with responsibilities including a first- 
person/third-person/both role and an improvised/other form of presentation, 
which invests in high/medium/low training and high/medium/low costume 
resources for interaction with visitors, who are young/old, male/female, 
minimally/highly educated, with/without family/friends/group and make 
frequent/infrequent visits to historic site, provide an experience which is 
educational/entertaining/value for money/attentive/attractive.
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I] Variables
I] Subject variables
There are three subject variables in the draft mapping sentence: the historic sites, 
the costumed interpreters, and the visitors.
A) The historic sites \
These may be classified according to their visitorship, ownership, how long visitors 
stay on site, and whether they pay an admission charge. The attractions may also 
be classified according to the nature of the environment in which the visitor 
experience takes place. The site may be original and authentic - a real environment 
in which everything the visitor experiences is real and un restored, even if it is cared 
for by mowing the grass or erecting fences to avoid accidents (as at, for example, 
many of the ancient monuments in the care of English Heritage in the United 
Kingdom). A restored original environment is one which has undergone some 
reconstruction and repair in order to present it to the visitor (for example, the many 
fortified manor houses in England and Wales). A heritage attraction may be a 
replica environment - a modern copy constructed with verisimilitude (for example, 
parts of Colonial Williamsburg in Virginia, United States) but no matter how careful 
the reconstruction, the site is not authentic. A site may be a gallery or exhibition 
area, containing a collection of objects (original and/or replica) such as at the 
Museum of Civilization in Hull (Canada).
B) The costumed interpreters
The people employed as costumed interpreters fall into distinct categories by age, 
sex, educational achievement, and length of time in the job. The initial survey 
provided some guidance as to what is typical for a site employing costumed 
interpreters.
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C) The visitors
The visitors may be classified according to age, sex, educational achievement and 
whether they visit alone, in a couple, as one of a family or as part of an organised 
group. These factors are likely to influence their assessment of the historic site and 
what it offers them. The regularity with which visitors visit is another factor which 
may affect their experiences at heritage sites.
ii] Independent variables
There are three independent variables which have been discussed in some detail 
earlier in this chapter. Each independent variable is characterised as high, medium 
or low:
A) Investment in costumed interpreters’ training
B) Investment in costumed interpreters’ pay
C) Investment in interpreters’ costume
iii] Dependent variable
At this stage, the dependent variable was identified as the quality of the visitor 
experience. The only available information about it was the historic site managers’ 
assumptions about the costumed interpreters’ contributions to it.
A visitor survey might reveal the extent to which the costumed interpreters helped to 
make the visitor experience educational, entertaining, value for money, attentive to 
visitor needs, and attractive, and investigate what role the visitor plays in making it 
so. However, before such a survey could be devised, a review of the relevant data 
was undertaken to categorise the participating sites in terms of their independent 
variables.
3) Further investigation
The information generated by the initial survey which related to training and pay 
was sufficient for the purposes of analysing their effects on the visitor experience.
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However, the costume budget was insufficient for useful analysis of the bearing this 
investment might have on the visitor experience. Additional comments made by 
respondents on their questionnaires and in covering letters suggested that in some 
cases money was provided for interpreters to purchase materials and make their 
own clothes; at others, the site contributed to the purchase of specialist footwear 
and spectacles; some provided a laundry and repairs service; although the vast 
majority provided a complete costume for each member of staff - sometimes 
spending more than 100 times the site's admission price on materials and labour. 
This raised many questions about the care of the clothes - is it the responsibility of 
the interpreter who wears the costume, is there a costume department to whom 
problems may be taken for expert advice, what level of wear and/or cleanliness is 
acceptable to the site management ?
Other questions concern the relationship between the costume and the reasons 
identified by site managers for introducing costumed interpreters at historic sites.
Do the costumes contribute to the educational or entertainment value of the visitor 
experience, for example ? One site explained that “the costumes were introduced 
largely because supervisors could not control staff wearing miniskirts of 
inappropriate length” in 1975 (site 35), demonstrating that neither education or 
entertainment was its primary reason.
These issues were explored further by contacting sites which had expressed their 
willingness to help further and were able to correspond by email. Thoughts on the 
following topics were asked of a manager and a costumed interpreter at ten sites:
I] Reasons for using costume
II] Staff attitudes to wearing costume
III] Investment in costume (both research and finance)
IV] Historical accuracy of costume
V] Training for wearing costume
VI] Costume as an interpretive tool
VII] Maintenance of garments
VIII] Entertainment value of costume
IX] Educational value of costume
X] Management of costume (human and financial resources).
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The comments received in reply suggested that there were many interesting issues 
regarding the use of costume - most of which merited attention. There was a 
plethora of reasons given for using costume, including:
The costumes are intended to form the basis of the visitor experience
The costumes are intended to complement the visitor experience
Costume makes the staff easily identifiable to visitors
The costumes are used to indicate differences in class and status in the past
The costumes are used to indicate personality types
The costumes are used to help the interpreters adopt their character role
The costumes are used to distinguish the site from its competitors (which do not use
costume)
Costume offers a vehicle for effective communication 
Costume offers an alternative to aural/written communication 
Costumes tell visitors that they have entered a different time zone
Ways in which costume is used as an interpretive tool included:
Costume offers an effective dialogue opener
Costume is primarily a visual aid to the interpretation of an era
Costumes offer opportunities to interpret social class
Costumes offer opportunities to interpret behaviour in the past
Costume offers opportunities to interpret trades, activities and leisure pursuits
Ways in which the educational value of costumes was characterised included:
The costumes form the basis of specific educational programmes (for adults or 
children)
The costumes help visitors understand living/working environments in the past 
Visitors learn about the past by understanding why people dressed in a particular 
way
Costume provides a unique experience
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Ways in which the entertainment value of costume was characterised included:
Most visitors are fascinated by the costumes
Most visitors request photographs with or of the interpreters
The costumes have no entertainment value
Costumes enhance the entertainment value of role-playing
The costumes are primarily a form of entertainment
Costumes conform to the popular image of the time period interpreted at the site
Dominating the correspondence, however, were the practical difficulties and 
demands of costuming the staff. It was decided that a more detailed investigation 
into the level of resources allocated to managing costume at sites would 
complement the information regarding the budget for a single outfit. 
Correspondence on these matters included reflections on the allocation of 
resources to the costume budget. Several site mangers expressed concern at the 
effects of a limited budget. Many commented on the lack of investment:
Costume provision is considerably under-resourced
The costumes would be better if more time and money were available
Costumes are worn regularly by more than one interpreter
The budget determines how the costume is used in interpretation and its
effectiveness
In contrast, at some sites, costumes were funded from a dedicated budget rather 
than a general budget (in which its needs competed with other departments, such 
as administration, conservation etc). At a few sites, the correspondents were able to 
confirm that each interpreter had exclusive use of his/her own costume (in some 
cases more than one), that costume was regarded as a priority, or that senior 
management took considerable interest in the quality of the costumes worn by staff.
A review of documents supplied with initial survey questionnaires was also 
undertaken to discover further information about costume and its use. These 
included job descriptions and staff handbooks. Some included sections on 
costume which provided useful information about use and care.
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4) Method
I] Development of the research instruments: the costume management and visitor 
questionnaires
i] The costume management questionnaire
The initial survey proved most efficient where closed questions were used. A 
review of the information gathered on costume issues thus far was undertaken to 
produce multiple-choice questions which would help grade sites' investment in 
costume management. This review included replies to the letters asking for 
managers' and interpreters' thoughts on costume issues (the correspondents 
quoted above), the job descriptions and staff handbooks. The section that follows 
describes the production of multiple-choice questions for the pilot questionnaire.
A) Accuracy of the costume
Most correspondents clarified who was responsible for making the costumes. In 
some cases the interpreters choose and devise their own costumes with or without 
a set of guidelines and/or regulations issued by the site. These guidelines often 
provide patterns, notes on construction, fabric suggestions, and sources of supply. 
Items such as accessories are sometimes available for temporary or permanent 
loan from the site's own collection of replicas.
Some job descriptions refer to guidelines (site 47, 1999) or costume policy 
documents: at one site, interpreters agree to “wear and care for the costumes 
provided ... and follow all the costume guidelines” (site 16, 1999). At another, 
interpreters must have a “willingness to wear historical era costumes and ability to 
work within ... historic site costume guidelines” (site 65,1998). At a site which 
provides costume for its staff (with the exception of footwear), details of how it is to 
be worn are included in the job description (site 108, 1991). “Only clothing provided 
by the museum or approved by the curator is acceptable. Modern jewellery, 
makeup (body paint or tattoos) and modern footwear are not acceptable” (site 154,
1998). Where interpreters provide their own clothing, the job description may make 
reference to this: at one site, they must “provide clothing which meets the standards
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for materials and styles for the time period” (site 33, undated). In some cases this is 
specified in detail: “clothing and accessories should not overtly display machine 
stitching” (site 84, 1997).
The commitment to costume accuracy and customer care may come into conflict, as 
in, for example, one job description which states that it is important that guides are 
dressed in “historically accurate costumes ... wearing a name tag to let visitors 
know your role” (site 144, undated). Interpreters working in potentially unsafe 
environments at one site are provided with safety apparel and equipment. Attempts 
are made to keep this sympathetic to the time period of the site (site 147, 1999).
At some sites, employees are given a grant to produce appropriate costumes (the 
sum provided at site 84 was US$75 in 1997 to cover cloth, patterns and sewing). 
The clothing to be produced is often subject to approval by the site manager or a 
clothing committee. These guidelines usually specify whether visible or invisible 
machine stitching, plastic or other synthetic materials are acceptable (ie historically 
appropriate to the time period for which the site is presented).
The executive directors at two sites invest a great deal of time in the costume 
department, participating in the selection of fabric and approval of designs (site 5 
and site 18). Another site relied heavily on volunteer involvement for the design 
and tailoring of the costumes but always in line with what was identified as “well- 
researched and accurate criteria” (site 32).
There was a great deal of comment on sources of evidence for the shape and style 
of reproduction costumes. Some correspondents listed the sources which were 
used to ensure the clothes were close to the originals (for example, primary 
sources such as paintings, extant garments and photographs, and secondary 
sources such as costume journals and social histories). However, the availability of 
these sources varies from era to era (McMahon, 1999), lip service may easily be 
paid to the use of them, and it is often an aesthetic judgement whether a garment is 
representative of a range of sources (Marendy, 1993). Asking sites to identify the 
sources used was deemed too complex to provide a useful measure of accuracy 
within the current research framework.
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Managers and, more often, curators were identified as having authority over what 
clothing was permitted and how it should be worn, which is in keeping with the 
traditional curatorial role of arbiter of accuracy (as discussed in chapter one). 
Costumes were checked and approved by a costume coordinator at some sites, but 
it was not always clear if this person was on the staff or a volunteer. One site 
employed a “costume policewoman” whose responsibility was assuring the 
accuracy of costumes, assembling materials for costumes and shepherding the 
costumes from patterns to completion (site 1). Some sites bemoaned the fact that 
their small curatorial departments do not have the time or the authority to see that 
all the costumes are historically accurate.
Since the role of curators in producing costume, identifying sources, drawing up 
guidelines, and enforcing them, was a matter of importance to most of the 
correspondents, a question which characterised their role in the making and 
wearing of clothes was devised to gauge the level of investment in the accuracy of 
the costumes worn at the sites in the survey:
“How would you describe the curatorial staff's involvement 
with the design, making and wearing of the costumes ? 
Supervisory/Advisory/No involvement”
“Supervisory” involvement suggests that the curators have a high level of control 
over what the interpreters wear; “advisory” suggests that their influence is at arm’s 
length - it may be accepted or rejected by the staff; and no involvement suggests 
that costumes are constructed without a coherent and scholarly approach applied 
to all.
B) Anachronisms
There is a variety of approaches to the acceptability of anachronisms. It has been 
suggested that everyone, “individually and institutionally, draw[s] the line 
somewhere” in producing costumes; the comments of the correspondents echoed a 
list of places where that line is drawn published by the Association for Living 
History, Farms and Agricultural Museums (Queen, 1999, 1). Many correspondents 
dealt with the use of modern items of dress as part of an interpreter’s costume.
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There was a great deal of discussion about the verisimilitude of the visible 
garments, whether the middle layers (for example, foundation garments) must be 
accurate to provide the historical shape, and the necessity of period underwear. At 
some sites, modern underwear is worn under period clothing for comfort and 
hygiene. At others, period underwear is provided.
Shoes were a particular bone of contention. Some sites were proud of their 
investment in handmade historical footwear. Others justified their use of modern 
items on the grounds that they looked appropriate for the era represented. Some 
accepted that they lacked the resources for anything better than modern shoes, an 
attitude documented elsewhere (Roth, 1998, 113). The majority of correspondents 
referred to the use of modern spectacles, perfume, hairstyles, and jewellery to say 
they were outlawed by the site’s costume policy, reluctantly permitted because the 
interpreters were difficult to control, or constantly battled against by supervisors.
Machine stitching is regarded as a benchmark for accuracy by many of the sites. If it 
is inaccurate for the era represented (ie prior to the invention of the sewing 
machine in 1851), some sites are at pains to conceal it, while other sites concede it 
is too expensive to avoid. This does not provide a useful criterion for judging 
costume accuracy because there are eras of history for which interpreters may be 
dressed during which machine-made garments were the norm (for example, the 
1920s). It was therefore rejected as a means of measuring costume accuracy.
The consensus was, however, that the fewer modern items there were, the better 
the representation of the historical costume: “Costumes should be as correct as 
possible, not only for the period and the activity being performed, but also in all 
their details ... not only should the costume elements be correct, but, ideally, so 
should hair styles, makeup, watches, accessories, and even eyeglasses” (Alderson 
and Payne Low, 1976, 35-36). These observations suggested a question which 
quantified the modern items worn, with the better end of the scale represented by 
those sites where fewer modern items were worn:
“Which of the following are worn by one or more costumed
interpreters at your site?
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Modem underwear instead of period undergarments
Modern underwear in addition to period undergarments
Modern spectacles
Modern jewellery
Modern makeup or perfume
Modern hairstyles
Modern shoes”
The fewer modern items worn at a site, the better its representation of the past 
through costume - one or two is deemed high accuracy, three to five is medium, 
and six or seven is low.
C) Presentation
Most comments focused on the practicalities of the interpreters' appearance rather 
than on how the costumes were to be used as an interpretive tool. Costume is 
explicitly included as an interpretive technique at just one site which provided a job 
description: the interpreters are expected to “authentically portray assigned 1803- 
13 period character roles through the use of costume”; the issue of the costume’s 
appropriateness to the task undertaken by the interpreter is also addressed (site 
108, 1991).
Only one site provided a job description which included a costume philosophy as 
opposed to costume practicalities (site 113, undated). There are 33 closely typed 
pages setting out the way in which costume and textiles interpret economic, social 
and traditional values of the site’s culture; together with a detailed description of 
each garment for men and women according to their occupation or role, the fabrics 
from which they are made and the method of reproduction. It is highly likely that 
other sites provide the same level of detail in briefing notes or lectures rather than 
the job description.
If job descriptions allude to costumes, they tend to suggest that a neat and tidy 
appearance is required. At one site, staff are expected to “keep costume and 
personal appearance tidy and clean” (site 76, 1988). Other job descriptions
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mention the need for an “appropriate” costume, especially where staff provide their 
own: at one site, the guide demonstrators are required “to dress in traditional 
costume appropriate to the exhibits” (site 110, undated); at another, the interpreters 
are required to “perform all interpretive duties properly attired in assigned clothing” 
(site 126, 1998).
The importance of creating a good first impression is stressed in the staff handbook 
for one site (site 113, undated, 12). Two others see costume as a communicative 
medium: “Visitors recognise costumed staff much quicker than non-costumed staff 
[and their] authority much better” (site 12,1999); “costuming is the first, most visible, 
and often the most memorable part of a visitor's experience” (site 157, undated).
The most detailed example of instructions regarding appearance in a job 
description requires interpreters to keep their clothing and accessories clean and 
pressed at all times, maintain a neat and appropriate appearance, wear clothes in 
an appropriate and historic context, maintain appropriate hairstyles, head covering, 
shoes and stockings (within reason and means), and to research the accuracy and 
ensure approval of any garments or accessories personally acquired and worn on 
site (site 84, 1997).
One site reported that “all staff are committed to wearing accurate and well- 
presented costumes” (site 5), which was in great contrast to the one at which 
interpreters were less than committed to professionalism: “Summer employed 
teenagers much prefer comfort to historical accuracy - they wear tennis shoes, 
rumpled costumes, inappropriate hair styles” (site 49, 2000).
What constitutes an acceptable level of cleanliness is a difficult issue to resolve.
Dirt was more troublesome to keep at bay in the past and the success people had 
in being clean and neat depended on their environment, available time and 
whether they had others on whom they could call (for example, servants or wives). 
One Canadian site permits costume to be “only period correct dirty” (site 147, 1999, 
16). At one United States site, the interpreters who dress as gunfighters “love the 
idea of dressing as cowboys but sometimes are at odds with management about 
cleanliness. Top management prefers [them] neat and clean, that is not smelly, 
whereas some gunfighters claim authenticity with dirt, smell and grime” (site 49,
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2000).
Staff at one site must “maintain and care for costumes provided” under a supervisor 
responsible for “costume and appearance” (site 82, 1997). Guidelines were 
frequently used to set out dress codes but the number of staff available to enforce 
them varied. At several sites, there was no one person or department in charge of 
all the costumes. Another question was devised to investigate differences in 
resources allocated to this supervisory role:
“How often are interpreters observed in their costumes and 
provided with comment about their appearance? 
DailyAA/eekly/Monthly/Quarterly/Annually/Never”
D) Care of costumes
At one site, interpreters are required to assist the wardrobe supervisor two hours a 
week with laundry, repairs and ironing. There is a year-round supervisor of 
costume and an assistant for the busy season. The costume department maintains 
the garments. Daily laundry is required for washable fabrics (site 18, undated). 
Another site relies solely on volunteers for the maintenance of the costumes. Few 
sites had more than two paid members of staff responsible for repairs and cleaning. 
At several sites, the interpreters themselves were wholly responsible for these 
activities, which, according to one correspondent, requires appropriate training.
The necessity of labelling garments to ensure proper care was another issue 
raised, along with the need for adequate facilities for correct maintenance, clearly 
posted maintenance procedures, and regular supervision. A few sites call on the 
services of outside specialists (for example, costume makers) to repair and 
maintain clothes. A survey of sites with costumed interpreters in Ontario (Canada) 
revealed that larger sites employ one or more maintenance staff, while others hire 
local dressmakers, or use volunteers to make and mend their costume stock (Tait, 
1989b, 51).
The importance of an inventory, especially for those sites where costumes were 
loaned to interpreters on a permanent basis, was identified by one site. At another, 
the site technician “issues, records and maintains storage of guide personal 
costumes and equipment” and “maintains site small arms” (site 108, 1991).
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At 24 per cent of the 54 sites which provided job descriptions, interpreters have the 
care of costume written into their responsibilities: staff will “wear and care for 
suitable historic costume” (site 12, 1997).
It was pertinent therefore to discover the level of resources allocated to these 
activities. At those sites where the interpreters look after their whole costume, the 
site invests no resources. Therefore, the first issue to resolve was the extent of care 
undertaken by the interpreters:
“To what extent are the interpreters responsible for the 
maintenance of their own costume?
The whole costume/Parts of the costume/None of the 
costume”
If interpreters take the whole responsibility themselves, the site bears no cost for 
maintaining the costume. Under these circumstances, investment is low. If the costs 
are shared between site and interpreter, the investment is medium, and if the site 
undertakes the whole cost, the investment is high.
Where the site pays for some or all of the maintenance, it was possible to ask 
further questions to indicate the level of investment made; the answers quantifying 
it by time and numbers of staff employed:
“If the site is responsible for the maintenance of any parts of 
the costumes, how often is maintenance undertaken? 
DailyAA/eekly/Monthly/Quarterly/Annually/Never”
Daily or weekly maintenance suggests a high level of investment in the costume 
stock. Monthly or quarterly maintenance is a medium level of investment. Annually 
or never represents a low investment.
“How many staff are employed (or under contract) to care 
for the costumes?
None/One/Two or more”
378
Two or more staff working on the costumes suggests high investment; one person 
only is a medium investment; and no one shows a low investment by the site.
E) Staff attitudes
Another issue referred to by all ten sites' correspondents was the effect of the 
costumes on the people who wear them. A range of comments were made 
including some which were diametrically opposed: “Costume boosts staff 
confidence", “working in costume fosters team spirit", “costume helps employees 
present a responsible front for the organisation" versus “staff do not enjoy wearing 
costume". Another aspect of wearing costume for the staff was how comfortable the 
clothes are. Again views were mixed: “Specific items of dress are the cause of 
complaint by staff", “weather and climate conditions contribute to staff discomfort in 
costume" versus “the costumes are comfortable to wear". It was clear too that within 
some sites there is a mix of attitudes to wearing period clothing. One site explained 
that “some staff members find wearing costumes tremendously rewarding and fun, 
while other staff look upon it as a chore"; elegant and flattering costumes worn by 
interpreters at upper class homes are more popular than poor, rural garments, 
although staff are more positive towards their costumes when they fit well, the 
garments coordinate and they feel attractive and comfortable in them (site 157, 
undated).
Sites which invest time and effort in their period costumes and rectify any difficulties 
the staff have with them are likely to foster a more positive attitude than those which 
do not. These answers suggested a question which will investigate the interpreters' 
feelings about wearing costume:
“What is the general attitude of staff towards wearing 
costume?
Positive - ie the majority of the staff have a positive attitude 
Negative - ie the majority of the staff have a negative 
attitude
Mixed - ie positive and negative attitudes are held in 
roughly equal measure"
Positive staff are likely to reflect a high investment in costume; a mixed response
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reflects medium investment; and a negative attitude suggests low investment.
F) Training for wearing costume
Some sites recognised that a lack of training affected the visitor experience; as one 
correspondent put it: “Inaccuracy of information about costume leads to a 
misinformed public” (site 149, 2000). Some sites ensured that, while there was no 
formal training, a knowledgeable member of staff was identified as the resource 
person to assist new recruits with costume issues. There was also an 
acknowledgement that an accurate costume could become inaccurate by being 
improperly worn; and that a complete picture of a person in the past was only 
possible if the interpreter knew the appropriate body language and behaviour of 
the day. Most sites saw the need for staff training, even if they did not provide it, and 
one emphasised the value of specialists in the fields of costume and the history of 
the relevant time period in providing that training. At one site, the interpreters were 
provided with a practice wardrobe in order that they could perfect their social 
graces.
Only one site suggested that staff might need training in dealing with visitors' 
reactions to their costume. Being the immediate centre of attention required the 
interpreter to have “the correct attitude” in order that they could feel comfortable in 
costume.
Training was also provided at some sites (or the need for it acknowledged) on how 
to get dressed. Certain items (for example, cravats) require practice to be tied 
properly. Warm weather was identified as a particular problem - training at one site 
ensured its staff knew just how much costume would have been discarded in 
summer weather by the historical occupants.
These issues suggested a question to quantify the resources invested in training 
the interpreters for wearing and looking after their costumes:
“How often are interpreters formally trained in costume 
matters each year - for example, in posture, deportment, 
how to put on garments, how to store them, and/or how to 
care for them?
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Daily/Weekly/Monthly/Quarterly/Annually/Never”
Daily and weekly training suggests high investment; monthly or quarterly training 
suggests medium investment; and annually or no training suggests low investment.
The costume management questionnaire had eight questions in total, providing a 
range of information about each site’s investment in costume (appendix V). Points 
for high (1), medium (2) and low (3) were allocated to the answers for each 
question. When these are summed, a costume management score is available for 
each site. This may be compared with other site’s costume management scores to 
grade them as high, medium or low investors in costume management.
One historic attraction (site 147) serves as an example of how these questions work 
in practice. The initial survey revealed that the site spends US$136 (which is up to 
40 times the admission price to the site) on each interpreter’s costume, which puts it 
in the low investment category.
The site curator oversees the distribution and upkeep of the interpretive clothing 
(high - scores 1). Interpreters are not allowed to wear makeup, wrist watches or 
modern jewellery and have modern underwear instead of period undergarments. 
Hairstyles are less stringently controlled. An allowance of US$41 is paid towards 
the production of appropriate footwear (as set out in the staff handbook); materials 
for cleaning and polishing them are provided on site. Appropriate eyewear for the 
period is also preferred, although the site acknowledges the expense and difficulty 
of obtaining appropriate historical frames. The wearing of contact lenses is 
encouraged. However, modern eyeglasses are permitted on the grounds of the 
employee’s safety (medium - scores 2).
The garments are determined by the staff’s role within the historic site and the 
activities s/he undertakes. Some items are made by the interpreters themselves (for 
example, aprons, caps, carrying bags, neckties). Materials for these are supplied by 
the site and relevant training for making clothes and wearing costume is provided 
quarterly (medium - scores 2). Interpreters are observed in their costume and given 
feedback weekly (high - scores 1).
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Interpreters are responsible for the upkeep of their garments (for example, basic 
mending, laundering and ironing), although a replacement costume may be issued 
if there is substantial damage (medium - scores 2). A monthly review of costume 
stock is undertaken (medium - scores 2). Dry cleaning is paid for by the site once a 
year and is coordinated by the one staff member responsible for costume matters 
(medium - scores 2).
Interpreters have a positive attitude towards wearing costume (high - scores 1). All 
this information provides a a costume management score of 11. Thus, this site will 
have two measures of costume investment - low based on budget alone, and, when 
the costume management survey results from other sites are analysed, it will be 
possible to grade the site as high, medium or low using the costume management 
score. These costume management profiles were intended to permit each site’s 
visitor survey results to be compared with other sites where costume investment is 
similar, higher and/or lower.
ii] The visitor questionnaire
The purpose of the visitor questionnaire was to measure the contribution of 
costumed interpretation to the visitor experience at historic sites. In seeking a 
reliable and relevant measure, it was important to note the distinction between 
quality of experience and visitor satisfaction (Crompton and Love, 1995). There has 
been considerable debate as to what constitutes this difference: one school of 
thought (Parasuraman, ZeithamI and Berry, 1993) focuses on the predicted versus 
perceived service (satisfaction) and the desired versus the perceived service 
(quality); another suggests that service quality relates to a global view of the 
provider, whereas satisfaction relates to a specific transaction (Cronin and Taylor, 
1992). However, the distinction used here, which was first mooted in leisure studies 
and has gained acceptance in marketing research (Crompton and Love, 1995, 12) 
is that quality of service may be controlled by the supplier, whereas visitor 
satisfaction is partly controlled by the supplier and partly by variables outside the 
supplier’s control, such as the customer’s mood (Chadee and Mattson, 1995) or the 
climate (Crompton and MacKay, 1989, 368).
Similar distinctions have been drawn in studies of the attractions sector. The quality
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of the visitor experience is dependent on its component parts, which have been 
identified as: activities, settings, experiences, benefits (Beeho and Prentice, 1996). 
But other descriptions acknowledge the visitors’ role, which brings them closer to 
the definition of visitor satisfaction: activities, settings, and concepts brought by the 
visitor (Canter, 1975; Pearce, 1991); or interpretation, facilities, services and 
information, past experiences and preferences brought by the visitor (Hall and 
McArthur, 1996, 16).
By these definitions, some of the data gathered during the initial survey permits 
measurement of the quality of the visitor experience; whereas the visitor 
questionnaire was intended to measure visitor satisfaction.
The categories of training, pay and costume investment into which the initial survey 
sites were divided are measures (somewhat rarefied) of the quality of the 
experience offered at sites with costumed interpreters, since these are aspects of 
the experience under the control of the site management (ie training, pay and 
costume). The construction of sub-groups (high, medium and low investment) 
permits comparisons between different sites. However, the most important 
consideration in the construction of a questionnaire which measures visitor 
satisfaction is that there is a danger it may measure aspects of the visit which have 
nothing to do with the costumed interpreters. It was imperative that the measure of 
visitor satisfaction be strictly pertinent to the costumed interpreters and not about 
the visit in general, while acknowledging that the measures might reflect other 
factors (for example, the visitor’s social group or previous experience of historic 
sites).
Visitor satisfaction is the concept under investigation here. Attempts have been 
made at measuring concepts such as administrative effectiveness and the 
usefulness of computers by asking subjects on the receiving end to rank various 
aspects of them. What is not being measured is the concept; what is being 
measured is the subjects’ perceptions of and attitudes towards them. Measuring 
administrative effectiveness, for example, is best approached by establishing 
performance criteria against which to check it (Black, 1999, 26). An objective 
measure of educational value, entertainment value, attractiveness, standard of 
customer care, and value for money offered by costumed interpreters would be
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difficult to achieve. Studies have attempted to measure the educational value of 
other interpretive techniques (for example, Prentice, Guerin and McGugan, 1998; 
Light, 1991b) but subsequent commentators have warned that research should 
concentrate on assessing the experiences provided by sites for visitors rather than 
looking for evidence of learning, a goal beyond the sites’ control (Ansbacher,
1999).
Visitor satisfaction is a complex concept, made up of attitudes, perceptions and 
opinions. These “elaborate” a concept, forming a construct (Black, 1999, 229). Little 
attention has been paid to the measurement and nature of the satisfaction construct 
(Chadee and Mattsson, 1995). In the absence of firm guidance from relevant 
literature, the construct of visitor satisfaction under investigation here comprises 
attitudes, perceptions and opinions relating to educational value, entertainment 
value, attractiveness (or pulling power), standards of customer care, and value for 
money offered by costumed interpreters. An instrument which adequately 
measured visitors’ attitudes towards the costumed interpreters and the assumed 
benefits offered by contact with them was required.
Most definitions and studies link attitudes to behaviour or conduct; it is assumed 
that attitudes will influence behaviour (Black, 1999, 215). Others argue that the 
function of attitude measures is to measure attitudes and not behaviour (La Piere, 
1934; Lemon, 1973, 239). The purpose of this study was to discover the visitors’ 
disposition towards the use of costumes at the historic sites they visit. It is not the 
visitors themselves who are of primary interest but the sites they are visiting. It is the 
similar or dissimilar characteristics of the sites which are significant. It was intended 
that the data be considered with regard to groupings of visitors (for example, young 
versus old; male versus female; high school versus postgraduates; frequent versus 
infrequent visitors) but this was not the thrust of the research. An overview of 
visitors’ attitudes towards the use of costumed interpreters was the main objective. 
The research is similar to that undertaken to develop a new product, where the 
target market is known. In this case the target market is the historic site visitor, 
whose attitude towards the use of one interpretive technique - costumed 
interpreters, working in different investment conditions - is under investigation. The 
use of attitude statements with which visitors agree or disagree was identified as a 
possible method for measuring the attitudes of the visitors towards the costumed
384
interpreters and the sites.
An attitude may be defined, most famously by Allport (1935), as “a mental and 
neural state of readiness, organised through experience exerting a directive or 
dynamic influence upon the individual's response to all objects or situations with 
which it is associated” (Lemon, 1973, 8; Clark et al, 1998,118). Scott suggests that 
the definition of attitude can be expected to develop and change over the years; it is 
unrealistic to expect a single, final definition to emerge. Nevertheless, there are 
some agreed notions about attitudes - they are less enduring than temperament but 
more lasting than mood (Scott, 1968, 204). An attitude’s direction may be identified: 
negative or positive (Clark et al, 1998,118). But an attitude is not simple to 
measure. It is the sum of three complex parts, according to the disciplines of 
philosophy and psychology - cognitive, affective and conative (Lemon, 1973, 16) or 
cognitive, affective and behavioural (Clark et al, 1998, 120).
The first recognises a subject’s perception and conceptualisation of an attitude 
object, the second the emotional foundations of the attitude, and the third its 
consequent actions. Given this complexity, it is no surprise that one author 
cautions: “Most of the time we tend to perceive them [attitudes] as straight lines, 
running from positive, through neutral, to negative feelings about the object or the 
issue in question ... There is no proof, however, that this model of a linear 
continuum is necessarily correct” (Oppenheim, 1986, 107). The notion of a 
universal scale upon which each respondent may register his/her attitude may also 
be a chimera. Attitudes are subjective. They have no absolute values. A respondent 
who registers his/her agreement with two separate statements may not be using the 
scale in the same way for each. Similarly, two people registering strong 
disagreement with the same statement may not be interpreting the values of the 
scale in the same way (Clark et al, 1998,122).
It is of relevance to note, albeit briefly, the debate about whether a study measures 
attitudes or opinions. Thurstone offers a neat differentiation: “‘attitude’ will be used 
here to denote the sum total of a [wo/]man’s inclinations and feelings, prejudice or 
bias, preconceived notions, ideas, fears, threats and convictions about any 
specified topic ... the concept ‘opinion’ will here mean a verbal expression of 
attitude” (Thurstone, 1970, 128).
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Taking these and other caveats noted by Thurstone into consideration, the method 
chosen for measuring visitors' satisfaction in this study was the use of attitude 
statements. At least one author suggests they are “versatile and easy to use” and 
they are common currency in the worid of customer satisfaction measurement 
(Chisnall, 1986, 168). The presumption was that visitors who appreciated the use of 
costume would show high satisfaction ratings, while those who did not approve of it 
would show low satisfaction ratings.
Oppenheim recommends preliminary free interviews to aid the composition of 
attitude statements for two reasons: to explore the origins, complexities and 
ramifications of the attitude areas in question in order to decide more precisely 
what is to be measured; and to obtain vivid expressions of such attitudes from the 
respondent, in a form that might make them suitable for use as statements in an 
attitude scale (Oppenheim, 1986, 112). Although not the product of free interviews, 
some exploration of the origins, complexities and ramifications of the attitude areas 
was undertaken during the first stage of this study. Historic site managers 
commented on the perceived contributions of costumed interpreters in the visitor 
experience and why the costumed interpreters were introduced. The aspects of the 
visitor’s satisfaction which were to be measured by means of the attitude 
statements came directly from the initial survey. Most related to the highest scoring 
reasons why (in the opinion of the site managers) the costumed interpreters were 
introduced and the highest scoring ways in which they were thought to contribute to 
visitor satisfaction:
Costumed interpreters: Reason for introduction Contribution to success
HIGH HIGH
Add educational value 82 per cent 89 per cent
Add entertainment value 60 per cent 74 per cent
Attract more visitors 59 per cent 64 per cent
Improve value for money 42 per cent 67 per cent
Improve customer care 39 per cent 62 per cent
These issues were the ones to be raised in the attitude statements. Using “the 
logical or rational approach” common in academic research (Black, 1999, 219- 
220), they form a construct of visitor satisfaction, with the following attributes: a
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satisfied visitor must be attracted to the site, have fun (entertainment), learn 
something (education), feel welcomed (customer care), and have his/her money’s 
worth (value for money).
Literature on research methodology suggests that of the four best-known methods 
of attitude scaling, Likert’s seems most appropriate for this study (those rejected 
were Guttman’s, Thurstone’s and Osgood’s semantic differential) because it has 
been shown to have good reliability, is simpler to construct than Thurstone’s scales 
and gives better information about the degree of respondents’ feelings (Chisnall, 
1986, 160). Likert scales present a list of declarative statements and ask 
respondents to rate them in terms of agreement or disagreement (Black, 1999,
227). This is a reliable method, gives information about the degree of respondents’ 
feelings and is easy for them to understand. It also produces an overall measure of 
the issue under investigation - in this case, visitor satisfaction. However, Worcester 
has pointed out the need for care with vocabulary in order to avoid 
misunderstandings (Chisnall, 1986, 160). Further advice is to use language which 
is familiar to the respondent. This proved challenging in this study since the 
questionnaires were to be administered on several continents and use of English 
varies to a great extent, even where it is the native tongue.
Issues such as the extremity (position on a continuum from very good to very bad), 
intensity (strength of feeling), salience (importance in a given context), involvement 
(degree to which the respondent feels involved), durability (stability over time) and 
the interrelationships (“groupness”) of attitudes were also considered in preparing 
the attitude statements (Lemon, 1973,18; Clark et al, 1998,118 & 122). One will 
serve as an example: “It has been found that there is a u-shaped relationship 
between the attributes of intensity and content. This means that the more extreme 
attitudes (either positive or negative) are usually held with much vehemence, 
whereas the more neutral position may be defended with far less intensity” 
(Oppenheim, 1986, 108). Likert’s method does allow for some investigation of the 
degree of intensity with which attitudes are held. The use of item analysis (see 
below) aimed to identify attitude statements which elicited vehemence rather than 
neutrality.
Attitude scales must be used with caution in other respects too. Authors warn that
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there are respondents who give “social desirability” responses (who tend to agree 
to items that s/he believes are socially desirable attitudes) and “acquiescence” 
responses (who tend toward assent rather than dissent) (Oppenheim, 1986, 117; 
Black, 1999, 223-224). This was of particular relevance since the visitors were 
asked to respond to attitude statements about costumed interpreters in locations 
where there might be costumed interpreters close by, and their presence might 
encourage tacit approval of them.
With careful regard to their proper use and attempts to minimise any predictable 
difficulties, attitude statements and Likert’s method of analysis offered a suitable 
framework for the visitor satisfaction survey.
“Perhaps the best guide to the writing of attitude statements is to say that they 
should be meaningful and interesting, even exciting, to the respondents” 
(Oppenheim, 1986,113). In an attempt to make the statements as meaningful as 
possible, they were phrased in the first person (eg “I thought...” or “it made me ...”). 
The subjects covered were ones which it was hoped would interest the visitors 
since they referred directly to their experience at the historic site in terms of 
enjoyment, entertainment and education. Making them exciting was more of a 
challenge. Good layout and design and the use of brightly coloured paper were 
expected to contribute to this more than the wording, although short statements 
which made their points simply and directly were expected to be more exciting than 
ones with subclauses and rambling caveats.
It was also decided that in an attempt to make the statements simple and 
straightforward, they would focus on the costumes rather than the costumed 
interpreters. Since the costumes are easily identified, it was thought that visitors 
would be able to express their opinions about them without having to think too 
hard. This sidestepped the problem of whether some interpreters were better than 
others at their job, or more likeable than others. Most sites have a costume policy 
which is the same for each interpreter. Concentration on the costume also focused 
visitor responses on the one aspect of the costumed interpreters about which there 
would be the most investment information - the budgets from the initiai survey plus 
the subsequent detailed data from the costume survey. Each statement was 
composed to elicit the visitors’ attitudes toward the costume rather than the
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costumed interpreters, assuming their answers would reflect their attitudes towards 
the interpreters indirectly. Where visitors found the costumes entertaining and 
educational, it might be safely assumed that the people wearing them were 
regarded as entertaining and educational.
Black recommends using several statements to measure aspects of each attitude to 
ensure reliability and validity (Black, 1999, 229). This would at the least double the 
length of the questionnaire, making it unmanageable for those who might otherwise 
be persuaded to complete it. Reliability (or more specifically internal consistency) of 
a questionnaire may be measured using the Cronbach alpha coefficient obviating 
the need for parallel statements (see below). Nevertheless, the idea of a check on 
the tone of respondents’ answers (ie broadly positive or negative) seemed a good 
idea. Clark et al (1998) suggest that the performance of the survey may be 
compared with some external variable (for example, whether the respondent 
returns for a second visit). Unfortunately, such an external variable would be 
difficult to measure, given the planned anonymity of the respondents. In the 
absence of an external check, one statement was designed to provide an overview 
of whether the visitors had enjoyed seeing staff in costume as an internal check on 
the veracity of the attitude statements in eliciting consistent responses. If a visitor 
agreed that the costumes added to their enjoyment, they might be expected to be 
generally well-disposed towards them. The notion of enjoyment was therefore 
added to the construct of visitor satisfaction (figure 64 - page 390 for question 13a).
Several statements were intended to measure the perceived educational benefit of 
the costumes: whether they stimulated questions from visitors, thereby enabling the 
interpreters to explain aspects of the site’s history and the visitors to learn; and 
whether the costumes provided a learning experience in themselves. “Mindful” 
people actively process information and question what is going on around them, 
according to Langer and Piper (1988), which is linked to increased learning (see 
chapter three for a full discussion). Exhibits’ attracting power and holding time are 
indicators of mindfulness (Moscardo, 1996, 386). It seemed pertinent, therefore, to 
explore the costumes’ attractiveness with three questions designed to measure the 
extent to which they motivated visitors to speak to the staff (or put them off) and 
whether they spent more time talking to the staff than they would have done had 
they not been in costume (figure 64 - page 390 for questions 5a, 9a, 11a and 12a).
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Figure 64: Draft attitude statements for visitor questionnaire:
a
b
c
= formal version of attitude statement 
= chatty version of attitude statement 
= negative version of attitude statement
1a 
1b 
1 c
The costumes 1 saw here were of a high standard 
I thought the costumes were very well made 
The costumes 1 saw here were of a poor standard
OVERALL
2a
2b
2c
The costumes suggest the historical information provided here is reliable
The costumes show the history 1 learned here is accurate
The costumes suggest the historical information provided here is unreliable
EDUCATION
3a
3b
3c
The costumes made my visit good value for money
The costumes encouraged me to feel 1 had my money’s worth
The costumes did not make me feel my visit was worth the price of admission
VALUE FOR MONEY
4a
4b
4c
The use of costumes here would not encourage me to visit again 
The use of costumes makes me want to visit again 
The use of costumes wouldn't make me come here again
ATTRACTING VISITORS
5a
5b
5c
The costumes 1 saw encouraged me to ask questions
1 asked questions because the costumes made me interested
1 did not ask questions because the costumes did not provoke my curiositv
EDUCATION
6a
6b
6c
The use of costumes added to the entertainment value of my visit 
The costumes were fun and very entertaining to see 
The costumes did not add to my entertainment here
ENTERTAINMENT
7a
7b
7c
The use of costume was important in my decision to visit the site
The costumes were a big attraction for me when 1 was planning what to do today ATTRACTING VISITORS 
The use of costume was not important in my decision to visit the site
8a
8b
8c
1 will recommend this site to my friends because of the costumes 
The costumes made me think: “I’ll tell my friends about this place!” 
The costumes were not worth recommending to my friends
ATTRACTING VISITORS
9a
9b
9c
The costumes added to the educational value of my visit 
1 learned a great deal because the staff were in costume 
The costumes did not teach me anything
EDUCATION
10a 
10b 
10c
The use of costumes suggested the managers of the site care about the visitor’s experience
The costumes suggest that customer service is important here CUSTOMER CARE
The costumes don’t show they take customer care seriouslv here
11a
11b
11c
1 was more motivated to speak to staff because they were in costume
1 spoke to the staff because the costumes were interesting
The costumes made me feel uncomfortable about speaking to the staff
EDUCATION
12a
12b
12c
1 spoke with the staff for longer because of the costumes 
The costumes made me chat with the staff for some time 
The costumes did not encourage me to spend more time with the staff
EDUCATION
13a
13b
13c
Seeing staff in costume added to my enjoyment of the site 
1 enjoyed my visit more because the staff were in costume 
Seeing staff in costume did not add to my enjoyment of the site
OVERALL
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One question was deemed sufficient to measure visitors’ perception of the 
entertainment value of their visit. Although Black cautions against using the concept 
itself in an attitude statement, as this leaves the respondent to define it, the word 
“entertainment” does not have an acceptable synonym (Black, 1999, 226). It was 
decided to include an additional word to clarify the concept of entertainment as 
frivolous in contrast to the entertainment value of more worthy pursuits, such as 
learning. “Fun” is not serious says DeGrazia (1962); “fun” is a process not related to 
self-development says Kelly (1987) (Podilchak, 1991, 134-135). In a study of visitor 
reaction to costumed interpreters at the Minnesota History Center, those visitors 
who described their experience as entertaining in free interviews used the the 
words “fun”, “lively”, “enjoyable” as well as the word “entertaining” (Litwak and 
Cutting, 1996, 63). One version of the attitude statement relating to the 
entertainment value of the costume was drafted to include the word “fun” (figure 64 
- page 390 for question 6a).
Three statements were devised to determine whether the costumes attract more 
visitors to the site. One investigated the likelihood of a respondent making a repeat 
visit; a second to the pulling power of the costumes in drawing him/her to the site 
and his/her decision to visit; and last, whether the costumes were of sufficient 
interest to recommend friends to visit (figure 64 - page 390 for question 4a, 7a &
8a).
One statement commented directly on the perceived contribution of costumed 
interpreters to the site’s value for money (figure 64 - page 390 for question 3a). The 
issue of customer care was addressed in another statement (figure 64 - page 390 
for question 10a).
Two statements investigated the visitors’ perceptions of the quality of the costumes. 
This was intended to discover whether visitors could tell the difference between a 
costume in which a great deal of resources had been invested and one which cost 
very little. Furthermore, did the quality of the costume influence visitors’ perceptions 
of the reliability of the information provided by the staff? (figure 64 - page 390 for 
questions la  and 2a).
The first version of the visitor questionnaire was drafted to test the effectiveness of
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the statements in distinguishing between the visitors who were positive or negative 
in their attitude towards the costumes. One authority suggests the accumulation of 
60 statements for testing (Henerson et al, 1987, 86). However, 39 statements were 
used here since there were 13 areas of interest to investigate and three versions of 
each statement was a manageable number, given the environment in which the 
respondents might be asked to complete the questionnaire (out of doors, standing 
and in a hurry). Three versions of each statement were generated - one in formal 
language, one in a more conversational, chatty style, and a third in the negative 
(figure 64 - page 390 for examples labelled “a”, “b” and “c” respectively). This 
process of item analysis also increases the internal reliability of a questionnaire 
(Henerson, 1987, 153).
Reliability can refer to the likelihood of reproducible results or the internal 
consistency of a questionnaire. Internal consistency is an important consideration 
in the application of attitude statements (Clark et al, 1998, 130-131). “One way [of 
testing internal consistency] is to split the sample into half and to correlate the 
scores between each group” (Ryan, 1995, 254). The split-half method is best used 
with instruments that have many items which can be considered in equivalent pairs. 
It is more appropriate for an instrument with homogeneous items - such as a 
general vocabulary test - rather than an attitude questionnaire (Henerson, 1987, 
148). This questionnaire was devised without parallel statements for reasons of 
brevity, as mentioned above. The split-half test of internal consistency was rejected 
in this study as it was not appropriate to the questionnaire under development.
“A second approach is to use the Cronbach alpha coefficient... The test measures 
the degree of covariance that exists between items and produces a result which 
varies from zero to one. Normally the researcher will be seeking values of 
approximately 0.7 or above” (Ryan, 1995, 254). In the case of attitude 
measurements, lower coefficients are sometimes tolerated, although this affects the 
confidence with which decisions may be based on results (Henerson, 1987, 154). 
The Cronbach alpha test was therefore included in the planned analysis.
Each statement was coded with a score of 1 to 5 from strongly agree to strongly 
disagree. Adding these scores for all 13 statements produces an overall 
satisfaction score. On this scale, an extremely positively inclined visitor scores 13
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(the minimum); whereas an extremely negatively inclined visitor scores 65 (the 
maximum). This is the reverse of usual practice (Clark et al, 1998, 125). The mid­
point is 39 - respondents scoring more than 39 are negatively inclined towards the 
use of costume; those scoring less than 39 are positively inclined.
A second section asked questions regarding each respondent’s age, sex, 
educational background, visit pattern (for example, alone, with family), and visit 
frequency to historic sites. These are the questions most usually found in other 
studies of visitors such as the detailed research into interpretive techniques 
undertaken on the Isle of Man and in Wales (Prentice, 1993; Herbert, Prentice and 
Thomas, 1989) and in a study of visitor reactions to interpretive programming 
(including costumed interpreters) in Minnesota, United States (Litwak and Cutting, 
1996). The answers to these questions permit visitor classification by age, 
educational background etc. This made it possible to identify differences in visitor 
satisfaction for these visitor types. A further question asked whether the respondent 
knew that there were costumed staff at the site before s/he visited. This permitted a 
check on the pulling power of costumed interpretation, especially with reference to 
the earlier question which asked about the role costumes had played in the visitor’s 
decision to visit the site. If most visitors did not know there were costumes in use at 
the historic sites under investigation, the strength of their attractiveness would be 
questionable. This might also suggest that the marketing and publicity material was 
failing to support managers’ faith in the costumes’ attractiveness.
The prepilot version of the questionnaire on white paper, with 39 attitude 
statements, was completed by visitors at one site in the United Kingdom (appendix
VI). A second site in the United States reported the return of 50 questionnaires by 
post but these were not received. The results from the single prepilot site were 
analysed to discover which statements showed the clearest difference between 
visitors who were positively or negatively inclined towards the use of costume. 
Analysis of 40 completed questionnaires revealed the versions of each question 
which were most discriminatory (figure 65 - page 394). Those statements which 
offered good discrimination were retained (one for each area under investigation) 
and listed in random order to form the pilot questionnaire. Somewhat unexpectedly, 
the most discriminatory statements were couched in negative terms for ten out of 
the 13 questions, which militated against the usual practice of having half positive
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Figure 65: Item analysis using prepiiot questionnaires
Qstn 1 2 3 4 5 Strongly agrée ... strongly disagree (reversed for negative questions)
bold Indicates version with most discriminatory answers from choice of three
FYequency of answei "  "  , ,
8 3 1 6 12 4 5 1 will recommend this site to my friends because of the costumes
2 2 17 12 8 2 1 The costumes were not worth recommending to my friends
37 11 9 12 4 4 The costumes made me think: “I’ll tell my friends about this place!”
9 7 22 7 2 2 The costumes added to the educational value of my visit
23 1 1G 1 5 6 8 i learned a great deal because the staff were in costume
2 8 1 7 15 6 2 G The costumes did not teach me anything
1 1 4 1 8 6 2 G 1 thought the costumes were very well made
3 4 16 18 3 1 2 The costumes i saw here were of a poor standard
39 9 24 5 2 G The costumes 1 saw here were of a high standard
10 23 13 2 1 1 The use of costumes here would not encourage me to visit again
29 3 1 G 1 8 3 6 The use of costumes makes me want to visit again
35 1 8 14 5 2 1 The use of costumes wouldn’t make me come here again
14 1 17 4 3 1 Seeing staff in costume added to my enjoyment of the site
24 1 G 1 6 8 3 3 1 enjoyed my visit more because the staff were in costume
3 6 20 14 4 1 1 Seeing staff in costume did not add to my enjoyment of the site
26 2 G 14 1 6 8 The use of costumes suggested the managers of the site care about the visitor’s experience
2 7 14 13 1 1 1 1 The costumes don’t show they take customer care seriously here
38 6 21 1 1 G 2 The costumes suggest that customer service is important here
1 1 5 1 5 1 1 4 5 1 spoke to the staff because the costumes were interesting
18 9 1 G 12 3 6 1 was more motivated to speak to staff because they were in costume
2 5 1 6 12 6 5 1 The costumes made me feel uncomfortable about speaking to the staff
2 5 1 6 9 7 3 The costumes i saw ericouraged me to ask questions
17 8 1 6 6 4 6 1 asked questions because the costumes made me interested
3 G 12 1 7 7 3 1 i did not ask questions because the costumes did not provoke my curiosity
3 1 7 1 3 2 5 3 The costumes did not add to my entertainment here
1 2 18 1 3 6 G 3 The costumes were fun and very entertaining to see
31 14 1 7 6 1 2 The use of costumes added to the entertainment value of my visit
5 1 6 1 3 1G G 1 The costumes suggest the historical information provided here is unreliable
1 9 5 1 3 14 2 6 The costumes suggest the historical information provided here is reliable
32 2 1 5 1 5 3 5 The costumes show the history i learned here is accurate
4 3 4 14 6 1 3 The use of costume was important in my decision to visit the site
2 0 G 6 8 1G 1 6 The costumes were a big attraction for me when i was planning what to do today
33 6 5 8 7 14 The use of costume was not important in my decision to visit the site
7 14 1 7 4 2 3 The costumes did not make me feel my visit was worth the price of admission
16 3 1 6 12 6 3 The costumes encouraged me to feel 1 had my money’s worth
21 3 1 3 17 3 4 The costumes made my visit good value for money .
6 7 1 3 8 4 8 The costumes made me chat with the staff for some time
1 3 1 G 16 9 2 3 The costumes did not encourage me to spend more time with the staff i
1 5 4 1 1 13 5 7 1 spoke with the staff for longer because of the costumes
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and half negative statements (Clark et al, 1998, 124; Black, 1999, 229; Edwards, 
1957, 155).
5) Pilot surveys
Participating sites in the pilot survey were ones reflecting a range of investment 
profiles, where the managers had indicated their willingness to assist. The pilot 
survey included sites on both sides of the Atlantic, necessitating some 
communication by post rather than in person to minimise costs. Help was recruited 
among costumed interpreters working at the sites under investigation. The 
costumed interpreters were asked to hand out questionnaires to visitors and to fill in 
the costume management questionnaire themselves.
One authority on attitude measurement advises: “[A] characteristic of the 
anonymous self-administering situation is that it allows the investigator no 
opportunity to deliberately intrude into the situation and to deliberately try to change 
or distort the respondent’s attitudes” (Lemon, 1973, 59). There was a danger that 
the costumed interpreters who were helping to administer the survey would 
influence the visitors’ answers. The costumed interpreters were asked to distribute 
the questionnaire when they were not in costume to minimise the likelihood of 
visitors responding positively out of politeness or because they felt intimidated.
The questionnaires were produced on unusual, coloured paper which could not 
easily be replicated and were given code numbers to ensure incomplete sets were 
readily identifiable. One copy of the (green) pilot costume questionnaire and 50 
copies of the (yellow) visitor questionnaire was sent to 11 sites to see how easy 
they were for the respondents to complete (appendix V and appendix VII). The 
administrators were asked to return complete sets of visitor questionnaires 
including any that were spoiled, incomplete or unused.
I] Pilot costume management questionnaire (green)
i] Results
A total of 11 green costume questionnaires was returned. The purpose of these
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pilot questionnaires was to see if the questionnaire worked rather than to produce 
any results.
ii] Amendments to costume management questionnaire
Several amendments were made to the costume questionnaire as a result of the 
pilot survey. The answers relating to curatorial involvement with costumes was 
expanded to include a new option: “some indirect involvement”. Several 
respondents found it necessary to write an explanation rather than tick one of the 
original options.
The coding for the questions regarding the number of modern items worn by 
costumed interpreters was adjusted to allow sites to answer “none”. The three 
groupings became: none, one or two for high; three, four or five for medium; and six 
or seven for low.
The question regarding staff employed to care for the costumes caused some 
confusion. Several sites indicated there were two or more staff responsible for 
maintenance. Other evidence from these sites suggested this was an overestimate. 
Subsequent correspondence revealed that some sites had included volunteers. 
The wording of the question was altered to stress that volunteers were not to be 
included. An additional answer category was included to provide separate options 
for two members of staff and three or more members of staff to provide better 
discrimination between sites (appendix VIII).
II] Pilot visitor questionnaire (yellow)
A total of 239 usable questionnaires were received from 10 sites with overall 
investment profiles, as follows:
1 high site 4 medium sites 5 low sites 
No of completed questionnaires 2 145 92
The first test on the data was the calculation of a Cronbach alpha coefficient, which 
was 0.7. It is usual to accept a Cronbach alpha coefficient of 0.7. However, data 
entry highlighted the unusual consistency of responses and made the 0.7 rating
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questionable. This seemed low given the similarity of responses across the whole 
survey. The Cronbach alpha test revealed that one question (number seven) was 
inconsistent with the attitude profile under investigation. It requested information 
about the visitor’s knowledge of the site before the visit not their reactions to the 
costumes during his/her visit. On removing this question, the Cronbach alpha 
coefficient climbed from 0.7 to 0.9.
Question number three was not applicable to all sites because it asked about 
visitors’ perceived value for money. Some pilot sites did not charge admission, 
which made this question difficult to answer accurately. Some respondents had 
answered this question despite not paying for admission. It was removed from the 
analysis for this reason.
i] Results
Analysis of the responses to the 11 useful attitude statements across 239 
questionnaires revealed that the overwhelming majority of visitors approved of the 
use of costumes (figure 66 - pages 398/1 to 398/4). Fewer than 16 per of visitors 
gave negative responses to each of the 11 statements. In most cases (seven 
statements) the negative responses were from fewer than 10 per cent of visitors; 
and there were fewer than 5 per cent who gave negative responses to three 
statements. On average, 81 per cent of visitors gave a positive response to the 
statements. This was consistent irrespective of the sites’ investment in training, pay 
or costume (although the paucity of responses from high investment sites makes 
hard and fast conclusions questionable).
The responses for the three overall investment categories are shown in figure 66 
(pages 398/1) to 398/4) for the purposes of illustration. Taking attitude statement 
number six (page 396/2) as an example, visitors were asked to agree or disagree 
with the statement: “The costumes were fun and very entertaining to see”. A similar 
proportion of visitors at medium and low overall investment sites strongly agreed 
with this statement - 65 per cent at medium investment sites and 68 per cent at low 
investment sites. Similar results were obtained for those who strongly disagreed - 4 
per cent at medium investment sites and 2 per cent at low investment sites.
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Figure 66: Results of yellow pilot questionnaire (1 of 4 pages)
Overall investment
1) I thought the costumes were very well made (training, pay, costume budget)
Total High Medium Low
Strongly agree 142 1 79 62
59.41% 50.00% 62.20% 57.41%
Slightly agree 63 1 34 28
26.36% 50.00% 26.77% 25.93%
Neither/nor 18 0 9 8
Negative responses 7.53% 0.00% 7.09% 7.41%
under 10 per cent Slightly disagree 11 0 3 7
4.60% 0.00% 2.36% 6.48%
Strongly disagree 5 0 2 3
2.09% 0.00% 1.57% 2.78%
Don't know/no answer 0 0 0 0
0.00% 0.00% 0.00% 0.00%
2) The costumes suggest the historical Information provided here is unreliable
Total High Medium Low
Strongly disagree 137 0 78 58
57.32% 0.00% 61.42% 53.70%
Slightly disagree 36 1 18 16
15.06% 50.00% 14.17% 14.81%
Neither/nor 23 0 14 9
Negative responses 9.62% 0.00% 11.02% 8.33%
under 16 per cent Slightly agree 14 0 7 7
5.86% 0.00% 5.51% 6.48%
, Strongly agree 24 1 9 14
10.04% 50.00% 7.09% ■ 12.96%
Don't know/no answer 5 0 1 4
2.09% 0.00% 0.79% 3.70%
4) The use of costumes here would not encourage me to visit again
Total High Medium Low
Strongly disagree 159 1 87 69
66.53% 50.00% 68.50% 63.89%
Slightly disagree 35 0 22 13
14.64% 0.00% 17.32% 12.04%
Neither/nor 21 1 9 11
Negative responses 8.79% 50.00% 7.09% 10.19%
under 10 per cent Slightly agree 7 0 3 4
2.93% 0.00% 2.36% 3.70%
Strongly agree 13 0 4 9
5.44% 0.00% 3.15% 8.33%
Don't know/no answer 4 0 2 2
1.67% 0.00% 1.57% 1.85%
398/1
Figure 66 (cont): Results of yellow pilot questionnaire (2 of 4 pages)
Overall investment
(training, pay, costume budget)
5) The costumes did not encourage me to spend more time with the staff
Total High Medium Low
Strongly disagree 139 0 73 64
58.16% 0.00% 57.48% 59.26%
Slightly disagree 37 2 20 15
15.48% 100.00% 15.75% 13.89%
Neither/nor 43 0 24 19
Negative responses 17.99% 0.00% 18.90% 17.59%
under 10 per cent Slightly agree 9 0 5 4
3.77% 0.00% 3.94% 3.70%
Strongly agree 6 0 3 3
2.51% 0.00% 2.36% 2.78%
Don't know/no answer 5 0 2 3
2.09% 0.00% 1.57% 2.78%
6) The costumes were fun and very entertaining to see
Total High Medium Low
Strongly agree 155 0 82 73
64.85% 0.00% 64.57% 67.59%
Slightly agree 50 0 29 20
20.92% 0.00% 22.83% 18.52%
Neither/nor 23 2 9 11
Negative responses 9.62% 100.00% 7.09% 10.19%
under 5 per cent Slightly disagree 1 0 0 1
0.42% 0.00% 0.00% 0.93%
Strongly disagree 7 0 5 2
2.93% 0.00% 3.94% 1.85%
Don't know/no answer 3 0 2 1
1.26% 0.00% 1.57% 0.93%
8) The costumes were not worth recommending to my friends
Total High Medium Low
Strongly disagree 124 0 69 54
51.88% 0.00% 54.33% 50.00%
Slightly disagree 52 1 31 19
21.76% 50.00% 24.41% 17.59%
Neither/nor 36 1 16 19
Negative responses 15.06% 50.00% 12.60% 17.59%
under 10 per cent Slightly agree 9 0 5 4
3.77% 0.00% 3.94% 3.70%
Strongly agree 13 0 4 9
5.44% 0.00% 3.15% 8.33%
Don't know/no answer 5 0 2 3
-
2.09% 0.00% 1.57% 2.78%
398/2
Ipiqure 66 (cont): Results of yellow pilot questionnaire (3 of 4 pages)  --------------   —
I ^ --------- :-------  — ------------------ ----------------- - Overall investment
(training, pay, costume budget)
Negative responses 
under 5 per cent
Strongly disagree 
Slightly disagree 
Neither/nor 
Slightly agree 
Strongly agree 
Don't know/no answer
bold indicates a significant result
Total High Medium
177 2 89
74.06% 100.00% 70.08%
33 0 20
13.81% 0.00% 15.75%
16 0 9
6.69% 0.00% 7.09%
5 0 5
2.09% 0.00% 3.94%
6 0 3
2.51% 0.00% 2.36%
2 0 1
0.84% 0.00% 0.79%
Low
84
77.78%
13
12.04%
7
6.48%
0
0.00%
3
2.78%
11
0.93% I
10) The costumes don't show they take customer care seriously here
' Total
Strongly disagree
Negative responses 
under 5 per cent
Slightly disagree 
Neither/nor 
Slightly agree 
Strongly agree 
Don't know/no answer
163
68.20%
35
14.64%
27
11.30%
2
0.84%
6
2.51%
6
2.51%
High
1
50.00%
0
0.00%
0
0.00%
0
0.00%
1
50.00%
0
0.00%
Medium
82
64.57%
23
18.11%
14
11.02%
1
0.79%
4
3.15%
3
2.36%
Low
79
73.15%
12
11.11%
12
11.11%
1
0.93%
1 |
0.93%|
3
2.78%
111) The costumes did not teach me anything
Strongly disagree
Slightly disagree
Neither/nor
Slightly agree
Strongly agree
Don't know/no answer 
I bold indicates a significant result
Negative responses 
under 10 per cent
Total High Medium Low
141 2 70 69
59.00% 100.00% 55.12% 63.89%
51 0 36 13
21.34% 0.00% 28.35% 12.04%
29 0 13 16
12.13% 0.00% 10.24% 14.81%
6 0 3 3
2.51% 0.00% 2.36% 2.78%
8 0 3 5
3.35% 0.00% 2.36% 4.63%
4 0 2 2
1.67% 0.00% 1.57% 1.85%
398/3
Figure 66 (cont): Results of yellow pilot questionnaire (4 of 4 pages)
Overall investment 
(training, pay, costume budget) 
12) 1 did not ask questions because the costumes did not provoke my curiosity
Total High Medium Low
Strongly disagree 137 0 70 66
57.32% 0.00% 55.12% 61.11%
Slightly disagree 50 1 31 17
20.92% 50.00% 24.41% 15.74%
Neither/nor 31 0 18 13
Negative responses 12.97% 0.00% 14.17% 12.04%
under 10 per cent Slightly agree 8 0 4 4
3.35% 0.00% 3.15% 3.70%
Strongly agree 11 1 3 7
4.60% 50.00% 2.36% 6.48%
Don't know/no answer 2 0 1 1
0.84%
13) Seeing staff in costume did not add to my enjoyment of the site
0.00% 0.79% 0.93%
Total High Medium Low
Strongly disagree 166 2 89 73
69.46% 100.00% 70.08% 67.59%
Slightly disagree 40 0 26 14
16.74% 0.00% 20.47% 12.96%
Neither/nor 12 0 6 6
Negative responses 5.02% 0.00% 4.72% 5.56%
under 10 per cent Slightly agree 4 0 1 3
1.67% 0.00% 0.79% 2.78%
. Strongly agree 14 0 3 11
5.86% 0.00% 2.36% 10.19%
Don't know/no answer 3 0 2 1
bold indicates a significant result
7) The costumes were a big attraction for me when 1 was
1.26% 
planning w
0.00%
^at to do today
1.57% 0.93%
Total High Medium Low
Strongly agree 50 0 20 30
20.92% 0.00% 15.75% 27.78%
Slightly agree 34 0 21 13
14.23% 0.00% 16.54% 12.04%
Neither/nor 81 0 35 45
33.89% 0.00% 27.56% 41.67%
Slightly disagree 35 0 23 11
14.64% 0.00% 18.11% 10.19%
Strongly disagree 36 2 26 a
15.06% 100.00% 20.47% 7.41%
Don't know/no answer 3 0 2 1
bold indicates a significant result
1.26% 0.00% 1.57% 0.93%
398/4
It might have been possible to predict these overwhelmingly positive responses to 
the use of costume in the light of a study undertaken by the Minnesota History 
Center (United States) which asked whether visitors felt costumed interpreters 
made their visit more enjoyable, less enjoyable or left it about the same. A survey of 
263 visitors showed that 95 per cent thought it made the visit more enjoyable, five 
per cent said it left it the same, but not a single visitor said it made the visit less 
enjoyable (Litwak and Cutting, 1996, 58). Similarly, an evaluation form introduced 
at Canada’s Jasper and Terra Nova National Parks to measure visitors’ responses 
to the interpreters was short-lived because answers were always the same, 
indicating excellence with little criticism (Dewar, 1991, 201). Other researchers 
explained this phenomenon as visitors’ unwillingness to criticise, offend or hurt the 
interpreter or guide (Pearce, 1988, 117).
There were no noteworthy differences in responses from men and women, young 
and old visitors, frequent or infrequent visitors, or the less or more educated.
There was one statement in particular which suggested a more refined approach 
was necessary. One attitude statement (number seven) tested whether visitors 
thought the costumes were “a big attraction” in planning what to do on the day of 
their visit (figure 66 - page 398/4). Another question asked whether the respondent 
knew there were costumed staff in advance. A total of 48 per cent knew about the 
costumes before their visit and 35 per cent agreed that they were a big attraction. 
There were 49 per cent who did not know there were costumes used at the site 
before their visit; 30 per cent did not agree that the costumes were a big attraction. 
While these data are important in demonstrating the pulling power of costumed 
interpreters, they are not related to visitor satisfaction. The Cronbach alpha 
calculation revealed this anomaly. Its inclusion substantially reduced the Cronbach 
alpha value. It was removed and a question asking whether the costumes were an 
attraction for visitors was planned for the second section of the questionnaire.
Those managers of sites where the pilot study was administered who commented 
on the questionnaire were surprised by the negative phrasing of the statements, 
which they thought contributed to visitor confusion. However, analysis showed that 
few questionnaires were inconsistently completed (ie showed evidence of 
confusion) and only seven had comments in the margin about the questions. Some
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managers felt the questionnaire was biased against costumed interpretation, 
although analysis revealed that it did not produce a negative result. Indeed, the 
contrary was true: the vast majority of respondents declared unequivocal approval 
of all aspects of the costumes.
This result might be for several reasons. One was that visitors found it difficult to 
comment on the costumes in particular and were expressing their general 
satisfaction with the site they had visited. This result is consistent with another study 
which has demonstrated the visitors’ inability to comment on the costumed 
interpreters as a separate element in their whole experience of a heritage site (EyI, 
1991; Falk and Dierking, 1992, 187). Similarly, it has been observed that some 
surveys suggest a sophistication of decision making that does not exist in fact: for 
example, holiday-makers do not separate the individual components of a 
destination but make choices based on the total image of a place (Ryan, 1995, 78) 
or its “gestalt” (as discussed in chapter two). The difficulty of obtaining answers is 
not limited to tourism studies. Starch (1955) notes that there are three levels of 
subjective awareness: the subject knows why and is willing to tell; s/he is aware of 
why but unwilling to tell; or the subject is not aware, the reason is complex and 
hidden and s/he cannot tell (Ryan, 1965,147). The third case may apply to visitors’ 
perceptions of the use of costume at historic sites.
The fact that almost all visitors strongly approved of all aspects of the costumes 
shows this research instrument to be inadequate to the task of differentiation 
required of it. The lack of preliminary free interviews with visitors (as recommended 
by Oppenheim) may have contributed to the non-discriminatory nature of the 
results. Perhaps the visitors were unable to express their attitudes towards the 
costumes’ contributions to their education, entertainment, value for money and 
customer care at the site they visited through the statements presented.
It may also have been a mistake to expect visitors to complete written 
questionnaires. One authority suggests that verbal responses are most commonly 
stimulated in the investigation of attitudes because they are easily elicited or 
“researchers conceive of attitudes in such a way that verbal behaviour constitutes 
the most relevant manifestation” (Scott, 1968, 210).
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There was also some suspicion as to the conscientiousness with which the 
questionnaires were administered. One site admitted that staff were in costume 
when it was distributed (contrary to instructions), which may have coerced visitors 
to answer with approval rather than disapproval. Others failed to return all 50 
questionnaires, even when fewer than half had been completed. Since all the 
responses received were complimentary to the costumed interpreters, there was a 
possibility that unfavourable responses were discarded and only favourable ones 
returned. Some sites returned fewer than five of their 50 questionnaires. This level 
of return would not be acceptable for the planned survey.
ii] Amendments to the visitor questionnaire
A wholesale reconsideration of the research instrument was undertaken. An 
alternative method of administering the questionnaires was required. It was 
important to ensure that the questionnaires were completed under the same 
conditions at each participating site, guarantee the honesty of the answers, and 
avoid reliance on the goodwill of staff at the historic sites. These criteria suggested 
that the best method was for a researcher visiting the sites in person. However, this 
was not practical for a survey of more than 50 sites. It was necessary therefore to 
select fewer sites. Tightly drawn criteria for inclusion had the advantage of allowing 
meaningful comparison between visitor responses at different types of sites.
The new questionnaire had to ensure that visitors provided more than simple 
approval of all aspects of the costumes, as had been the case with the first pilot 
questionnaire. It was necessary to force choices from the visitors. This suggested 
the use of ranking and, in particular, paired comparisons. One definition of the 
paired comparison method is a scale in which the objects to be ranked are 
presented two at a time so that the respondent has to choose between them 
according to some criterion (Aaker and Day, 1980, 748). One commentator 
prescribes the presentation of successive pairs of statements to the subjects, 
wherein one of each pair represents a particular attribute that is of focal interest (for 
example, educational benefit), while the other represents another (opposite) 
attribute or a variety of different attributes (for example, customer care, 
entertainment, value for money etc), which are not, in themselves of focal interest 
(Scott, 1968, 219).
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The method of paired comparisons requires all the objects or statements to be 
rated with each other in all possible combinations, and the respondent is asked to 
select the one in each pair which s/he likes or approves of most. This method can 
be used for attitude scaling (Lemon, 1973, 89); although owing to the cumbersome 
calculations if there are many comparisons necessary, it is not much used in social 
research. For example, ten objects require 45 comparisons (Oppenheim, 1986, 94). 
However, this study was to measure five aspects of visitor satisfaction, which 
required 10 [5(5-1 )/2] comparisons - a manageable number. The summative scale 
on which the attitude is measured ranges from zero to the total number of pairs in 
which it appears (Scott, 1968, 219). With ten pairs, each attitude may score 
between nil and four, depending on the number of times it is selected versus the 
others. If respondents are undecided or hold each attitude in a pair in equal 
measure, they will select neither, providing no score for either statement.
One drawback of the paired comparison method is that respondents do not always 
answer with the logic expected of them. For example, if a respondent prefers X to Y 
and Y to Z, s/he might be expected to prefer X to Z. Respondents who do not are 
said to have a lack of transitivity (Coombs, 1959; David, 1963; Guilford, 1954). The 
less sophisticated and careful the respondents are, the more likely they are to have 
a lack of transitivity. The method is most effective when respondents are presented 
with actual choices that reflect real experiences (AIreck and Settle, 1995, 124-126). 
Both these observations militate against the use of the paired comparison method 
in this study. Visitors to historic sites are unlikely to take the time to answer with 
care and are not expecting to choose between abstract notions of satisfaction 
during their visit. Another reason for rejecting the paired comparison method is that 
the paired statements are presumed to be more or less acceptable to the 
respondent. There is no mechanism by which the respondent may reject both, other 
than by refusing to answer.
Scott suggests a number of other difficulties with asking respondents to favour one 
statement above another. One of these is that the choices are often unrealistic. This 
may antagonise the respondent or elicit unstable answers. The other is that the 
constant comparison of the same two attributes generates a perfect negative 
correlation between them. This establishes their status as negatives by definition 
rather than empirical demonstration (Scott, 1968, 212). Another problem
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associated with paired comparison scales is that (according to Ryan, 1995), there is 
no indication of the difference between the items being ranked. For example, 
holidaymakers asked to rank different holiday destinations might be clear that 
Greece is the number one choice, but Majorca, France and Scotland are close 
together, while Hawaii is perceived as being by far the least attractive. At its 
simplest, this rating system fails to catch such nuances (Ryan, 1995,149). Ryan 
recommends the use of conjoint analysis. However, these nuances may be 
obtained by pursuing paired comparison analysis according to the 
recommendations of its champions (see below for application of Guilford, 1954, 
Edwards, 1956 and 1957, and Elliot and Christopher, 1973).
Edwards (1956) has suggested a way of calibrating a scale to provide known 
intervals. He obtained scale values for a number of statements relating to attitudes 
to psychology. He then selected nine statements whose scale values were fairly 
equally spaced along the psychological continuum. Each of the nine statements 
was then paired with every other statement to give 36 pairs [9(9-1 )/2]. For each pair 
of statements, one statement had a higher or more favourable scale value than the 
other. The statement with the higher scale value he designated A, and lower was B. 
The attitude scales were then given to respondents who were asked to choose 
between A and B for each pair of statements. An attitude rating was obtained by 
counting the number of times the respondent chose the more favourable statement 
in the 36 pairs (Edwards, 1957, 49).
If this method were followed for this study, the construct of a visitor’s satisfaction 
(comprising the attributes having fun, learning something, feeling welcome and 
cared for, having his/her money’s worth, and enjoying him/herself) may be tested to 
discover which of the attributes represents most visitor satisfaction in relation to the 
others. A panel of judges might consider pairs of statements - not to choose the one 
closer to their attitudes but to suggest which statement is the better summary of 
visitor satisfaction.
This idea was taken one step further. If every respondent were given the 
opportunity to indicate his/her own construct of visitor satisfaction before choosing 
between a series of attitude statements, the measure of visitor satisfaction would be 
highly sophisticated (and in some ways similar to conjoint analysis). The use of
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ranking and paired comparisons to measure visitors’ requirements and 
experiences respectively is a type of gap analysis, which has been used to identify 
weaknesses in service provision in other tourism industry sectors (Johns and Tyas, 
1996, 488; Knutson et al, 1991; Stevens et al, 1995). This method allows 
satisfaction to be measured across sites (high, medium and low investors in 
costumed interpretation) and types of visitors, categorised not by demography but 
by psychographic profiles in relation to heritage visitor attractions (for example, 
those motivated to learn, those prioritising fun).
The new research instrument was conceived in three parts: visitors’ priorities for 
satisfaction at historic sites; a series of paired comparisons about what costumed 
interpreters had contributed to the visit; and a series of visitor profile questions (for 
example, age, sex etc).
The first question required visitors to rank aspects of satisfaction from one to five; 
using one for their first priority and five for their last priority. The aspects of the visit 
included were those which contribute to satisfaction, according to the construct 
devised for the previous pilot questionnaire, which came from the initial survey 
results: having fun, learning something, feeling welcome and cared for, enjoying 
oneself, and having value for money. This would investigate visitors’ personal 
agendas (Falk, Moussouri and Coulson, 1998) although it constrained the issues to 
those which coincided with information from the initial survey as to what managers 
think costumed interpreters contribute to visitor satisfaction. The role of sociability 
(enjoying the company of companions), for example, was not included even though 
it is acknowledged as an important element in attraction visiting (Blud, 1990a & 
1990b; Hilke, 1989).
The second question asked “Were you satisfied with your visit here today?” and 
required a yes or no answer. This was intended to act as a check on the visitors’ 
overall satisfaction in the same way that question 13a (see above) had done in the 
previous pilot questionnaire. Black cautions against using the concept itself in an 
attitude statement, as this leaves the respondent to define it (Black, 1999, 226). 
However, since this was not an attitude statement, it seemed a reasonable way of 
obtaining an overall measure of whether the visitor felt his/her visit was satisfactory.
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The third section offered five attitude statements as paired comparisons in line with 
the method discussed previously. The attitude statements were devised using the 
same reasoning as those for the previous pilot questionnaire but focused on the 
costumed interpreters rather than the costume alone. This shift was necessary in 
order to reinstate the variables of interpreters’ training and pay which were 
marginalised in the previous approach which centered on the costumes alone. The 
attitude statements were:
I had fun with the costumed interpreters 
I learned something from the costumed interpreters 
I felt welcomed by the costumed interpreters 
I felt I had my money’s worth from the costumed interpreters 
I enjoyed seeing the costumed interpreters
The second section of the questionnaire asked the same profile questions as in the 
previous pilot questionnaire as they had proved satisfactory (for example, age, sex, 
visit pattern), except for the one regarding the visitors’ knowledge of the costumed 
interpreters before visiting. Instead of asking whether they were aware of the 
existence of costumed staff, the question was rewritten to ask whether the presence 
of costumed staff played a part in their decision to visit. Answers were constrained 
to yes, no or “didn’t know they were here in advance”. This was a neat and efficient 
way of discovering whether costumed interpreters attract visitors to an historic site.
Ill] Second pilot visitor questionnaire (blue)
This second pilot questionnaire (appendix IX), printed on a single, double-sided 
sheet of blue A4 paper was administered to 101 visitors at two United Kingdom 
sites during October 2000. The main purpose of this pilot study was to see whether 
visitors could complete the questionnaire with relative ease and that meaningful 
results would be obtained using the statistical methods. It produced 101 usable 
questionnaires, which were analysed using various statistical methods (see below) 
producing competent but unreliable results (since they were based on so few 
responses).
This second pilot study confirmed that the method of paired comparisons was
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practical for visitors to use and that it could produce results which discriminated 
between visitors. Although there was no difficulty for visitors in responding to the 
statements, there was a need to check that they were as discriminatory as possible. 
Qualitative work was planned to reveal whether the statements needed refinement, 
and, if so, how.
The results of the second pilot visitor questionnaire showed visitors had relatively 
little concern for value for money and enjoying themselves whatever their visiting 
habits (with whom and how frequently), their age or their educational background 
(appendix X). The first result might be anticipated since few site managers had put 
value for money high on their list of reasons for employing costumed interpreters 
(42 per cent) in the initial survey. However, the fact that enjoyment rated low was 
more questionable. It was originally included in the survey of visitor satisfaction as 
a check on the visitor’s overall response in the ill-fated first (yellow) pilot 
questionnaire (see above) and remained in the revised questionnaire along with 
the other aspects of visitor satisfaction despite the fact that it did not appear in the 
results of the initial survey. The questionable result highlighted the fact that 
“enjoyment” was not as well-grounded in the survey as the other four named 
aspects of the visitor experience.
It was not practical to discard the statement about enjoyment because the method 
of paired comparisons works best with an odd number of statements (Guilford, 
1954, 160). There was, therefore, an opportunity to develop a more meaningful 
statement to replace it by delving a little deeper into what constituted visitor 
satisfaction. Qualitative research was commissioned at two sites with costumed 
interpreters in the United Kingdom. This was undertaken in October 2000.
i] Further development of the visitor questionnaire
Oppenheim recommends preliminary free interviews to aid the composition of 
attitude statements for several reasons. One is to obtain vivid expressions of such 
attitudes from the respondents, in a form that might make them suitable for use as 
statements in an attitude scale (Oppenheim, 1986, 112). The qualitative research 
took the form of preliminary free discussions with visitors at two sites to discover 
their thoughts on the costumed interpreters and how they expressed them. A
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professional qualitative market researcher undertook the investigations. A full 
report on the methods used and results obtained appears in appendix XI.
One useful finding was that visitors spontaneously referred to “people in costume” 
to identify the interpreters they encountered. This was a clear description which 
caused no difficulties when conducting the interviews. The statements were 
rewritten to replacing “costumed interpreters” with “people in costume”.
The qualitative research suggested that feeling welcomed was not something the 
visitors associated with costumed interpreters, whereas feeling they were there for 
the visitors' benefit demonstrated that the site management cared about the 
experience on offer. Several visitors commented on how approachable the 
costumed interpreters were (in contrast to other site staff or no staff at all). In the 
initial survey of site managers, this aspect of the visitor experience was 
characterised as “customer care in general”. It was listed as a reason for the 
introduction of costumed interpreters (by 39 per cent) and as one of their 
contributions to the site’s success (by 62 per cent). It was decided that the visitors’ 
perceived purpose of the costumed interpreters could serve as a measure of 
customer care. This was similar to the statement in the (yellow) pilot questionnaire 
which said: “The costumes don’t show they take customer care seriously here”. A 
new statement was drafted for inclusion in the paired comparisons: “I felt the people 
in costume were there to help me”.
Further justification of this line of investigation came from the Minnesota History 
Center (United States) study, which discovered that 28 per cent of visitors identified 
the interpreter’s disposition as the reason they felt comfortable or uncomfortable 
about their visit. This was by far the largest group of visitors identifying a reason for 
their comfort or discomfort. The nearest rival was mentioned by only 14 per cent 
and all the other reasons were identified by fewer than 10 per cent of the 254 
respondents. Elsewhere in the Minnesota study, 15 per cent of visitors said the 
social value of interacting with a person made the museum friendlier and more 
welcoming (Litwak and Cutting, 1996, 83 & 62).
The most interesting finding was that visitors thought costumed interpreters made a 
significant contribution by giving them a sense of the past (appendix XI). This
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reflected a result in a survey at Old Sturbridge Village in Massachusetts (United 
States), in which 100 visitors rated “a sense of the past” on a scale from 1 (not at all 
important) to 7 (extremely important), producing an overall score of 6.38 (Jensen 
and Hayward, 1981). The main reason for using costumed interpretation at three 
survey sites in Ontario (Canada) was their contribution to “a sense of the past” (Tait, 
1989b, 72). This finding was consistent with studies undertaken in Australia on the 
notion of authenticity, in which 39 per cent of unprompted respondents stated that 
the authenticity of a recreated 19th century gold-mining settlement was the aspect 
of the site they had enjoyed most (Pearce, 1988, 72). Visitors in a similar survey at 
the Medieval Palace in the Tower of London (United Kingdom), remarked that 
historically clothed interpreters “make it more authentic” (Hambro, 1993, 7). 
Nevertheless, a second Australian study showed that the lowest perceived 
authenticity ratings were for the costumed people working in the town (Moscardo 
and Pearce, 1986, 477).
All of these observations suggested that “a sense of the past” is an important 
element in the visitor experience. Other benefits were mentioned in the qualitative 
research report but not as consistently. Its recommendations included various 
versions of a statement along these lines. The following statement was selected for 
testing in the next pilot survey: “I felt the people in costume gave me a sense of the 
past”.
A further recommendation arising from the qualitative research was to consider the 
benefits of masking the survey’s subject matter from the respondent by hiding the 
statements about the costumed interpreters among others about different aspects of 
the visit. This was rejected on two grounds: first, that the method of paired 
comparisons does not lend itself to this approach as several more sets of 
statements about other aspects of the visit would be needed and generating them 
would be too time-consuming; and secondly, such an expansion of the 
questionnaire would make it less practical (ie more than one sheet of A4) and too 
demanding for visitors.
ii] Amendments to the visitor questionnaire
A further question was added after the paired comparisons to act as a check on
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visitors’ overall satisfaction with the costumed interpreters. It requested a scaled 
response (very good to very poor) to the statement “How would you describe the 
people you saw in costume here today?”. It was intended that anyone who had 
been unable to express their dissatisfaction with the costumed interpreters through 
the responses to the paired comparisons would be able to indicate it in this 
question, thereby providing a check on the presumed positive contributions of the 
costumed interpreters.
A scale was substituted for the yes/no answer required in question two. This asked 
for visitors’ opinions about their visit to the site overall. Since all but one visitor had 
answered “yes” in the pilot survey, there was a need to offer a more discriminating 
question: “How would you describe your visit here today?” with answers required 
on a five-point scale from very good to very poor.
The order of the attitude statements was altered to avoid any possible bias from 
statements with the same wording appearing consecutively or at top or bottom in 
the pairs more than twice (Ross, 1934 and 1939; Guilford, 1957).
The categories in section B were refined to make analysis less cumbersome. Age 
options, for example, were slimmed down from seven to four choices to reflect 
lifestyle categories found in other surveys (for example, youth, retired etc).
Coding numbers were added to each of the questions’ tick boxes to aid swift and 
accurate data entry.
IV] Third pilot visitor questionnaire (blue)
The amended pilot visitor questionnaire (appendix XII) was administered at two 
sites in December 2000 and January 2001, one in the United States and one in the 
United Kingdom, to provide a final check on its usefulness and reliability. A total of 
93 questionnaires were administered. The data served as a useful test of the 
proposed statistical methods to be used in the analysis of the visitor survey proper. 
These are described in detail here.
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i] Initial results
There were 37 male (40 per cent) and 56 female (60 per cent) visitors who 
completed the questionnaire. The largest proportion of them were between 41 and 
60 years of age (43 per cent), although 39 per cent were aged between 21 and 40 
years. The others were under 21 years (11 per cent) or 61 years or over (4 per 
cent). There were 3 per cent who did not give their age. For the most part, the 
visitors had college degrees (39 per cent) or postgraduate qualifications (39 per 
cent); everyone else (23 per cent) had attended high school. Every visitor 
answered this question.
Most visitors came to the site with friends or their partner (42 per cent) or with their 
family (40 per cent). A small proportion of the respondents came with an organised 
group (11 per cent). Only 6 per cent visited alone and 1 per cent did not answer the 
relevant question. The majority of respondents (59 per cent) visit historic sites 
occasionally (up to four times a year). There were 24 per cent who rarely visit 
historic sites (less than once a year) and 16 per cent described themselves as 
regular visitors, making trips to historic sites once a month or more (16 per cent).
Although a great many combinations of factors could be analysed, the focus of this 
study was determined by the findings from the initial survey. Site managers 
identified educational benefit for visitors as the primary and entertainment value as 
the secondary reason for employing costumed interpreters. Qualitative research 
indicated that visitors thought the costumed interpreters' primary contribution was 
providing a sense of the past. It was therefore necessary to identify those 
respondents who had prioritised education and entertainment as the contribution 
made by the costumed interpreters, and undertake an investigation of those who 
prioritised a sense of the past for comparative purposes.
The first question required visitors to rank five aspects of their visit in terms of their 
relative importance in providing a satisfying experience. Responses to this question 
were used to categorise visitors according to psychographic profiles. Using the 
aspect of their visit ranked as most important, the 93 visitors fell into the following 
categories:
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47 per cent were funlovers, who prioritised having fun (44 visitors)
35 per cent were factfinders, who prioritised learning (33 visitors)
8 per cent were pastsearchers, who prioritised a sense of the past (7 visitors) 
6 per cent were pennypinchers, who prioritised value for money (6 visitors)
1 per cent were helpseekers, who prioritised the helpfulness of staff (1 visitor) 
3 per cent did not provide a priority
The results shown above do not reveal the complexity of the visitors’ choices; they 
show simply the outright priority. Using Elliot and Christopher’s (1973, 117-119) 
model, a rank order matrix provides a much more sophisticated picture of the 
visitors’ priorities (figure 67 - page 412). The first (priority) matrix is constructed by 
showing how many visitors ranked each aspect of a visit first, second, third etc (for 
example, 44 visitors ranked fun first and 16 visitors ranked fun second). The next 
(rank value) matrix shows the numbers of respondents multiplied by their rank 
value (for example, 16 visitors ranking fun second equals 32 and 12 visitors 
ranking fun third is 36). The more important a priority the lower a score it has in this 
statistical model. The scores in the rank value matrix are summed and half the total 
number of respondents subtracted (93 divided by 2). This value is divided by the 
number of respondents (93) multiplied by the number of items on the scale (5) to 
produce “p”. Values of less than 0.5 (shown in italics) are calculated by deducting 
them from one and expressing them as negatives. Results for all these “z” scores 
are read from the table of values of normal distribution. The final stage is to deduct 
the highest score from all values and multiply each by minus one to produce a 
positive scale.
The interval scale so produced shows that learning something is more important to 
visitors than having fun, although this runs it a very close second. Feeling a sense 
of the past is the next priority. Value for money is further down the priority list and 
helpfulness of staff is the least important aspect of the visit.
The next question asked respondents about the quality of their visit to the site at 
which they completed the questionnaire. The overwhelming majority of visitors who 
answered this question said it was very good (47 per cent) or good (43 per cent). 
There were 8 per cent of respondents who thought their visit was neither good nor 
poor. Two per cent did not answer the question.
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Figure 67 Analysis of visitors' priorities
to produce an interval scale
' N = 93 : n = 5
P rio rity  m atrix : showing nos of respondents placing visit aspects 1st, 2nd etc
rank FUN LEARN HELP : PAST : £
1 St 44 38, 7 15 : 11
----------- - ------ ■
2nd 16 29 10 24 1 21
3 rd 12 15 21 : 1 9 1 8
4 th 11 7 27 21 1 5
5 th 9 4 28 : 14 : 28
Rank value matrix : multiply rank value by nos of respondents
FUN LEARN HELP : PAST £
1 44 38  ^ ■ 7 15 1 1
2 32 58 20 48 42
3 36 45 63 57 54
4 44 28 108 84 60
5 45 20 140 70 1 140
E 201 : 189 338 274 : 307
E-0.5N 154.5 142.5 291.5 227.5 260.5
Divide by N x n (ie 93 x 5 = 465) for:
P 0.332 0.306 0.627 1 0.489  : 0.560.
Read "p" in normal distribution tables (appendix XVII) for:
z -0.44 \ -0.51 0.33 1 -0.03 1 0.15
Recalculate for positive scale: i
0.77 0.84 0.00 : 0.36 0.18
Low
:... .......... ...............
High
1
Help (0) £ (0.18) : Past (0.36) : Fun (0.77)1 Learn (0.84)
412
The next section of the questionnaire explores visitors' responses to the costumed 
interpreters. A set of ten paired comparisons demonstrated what visitors thought the 
costumed interpreters had contributed to their experiences. A simple result was 
obtained by counting the number of visitors who chose one contribution four times 
(ie every time it appeared in a pair of statements). It is not possible for a visitor to 
choose one item more than four times. This straightforward analysis of the 
responses to the paired comparisons shows that most visitors did not identify an 
overall contribution. They showed what is known as a lack of transitivity. One 
method of dealing with this is to ignore intransitive responses (AIreck and Settle, 
1995, 367-368). By doing so, the largest group to identify an overall contribution is 
made up of those visitors who felt the costumed interpreters contributed to learning 
above all:
[No clear contribution 38 per cent (35 visitors)]
Learning 25 per cent (23 visitors)
A sense of the past 16 per cent (15 visitors)
Helpfulness 10 per cent (9 visitors)
Fun 8 per cent (7 visitors)
Value for money 4 per cent (4 visitors)
Another way of side-stepping the difficulties posed by a lack of transitivity is to avoid 
constructing a final rank for each respondent. Since this research project is 
concerned primarily with the educational, entertainment and “sense of the past” 
benefits of costumed interpretation, all visitors who chose one of these four times 
(ie top ranking) are of interest. It is not necessary to know whether their choices 
resulted in a logical sequence further down the scale. If a respondent chooses an 
attribute of costumed interpretation four times, it is not possible for it to tie with 
another attribute - only scores of zero, one or two may be duplicated. It is therefore 
possible to investigate the visitor profile, habits and psychographic characteristics 
for those visitors who thought the costumed interpreters contributed education, 
entertainment or a sense of the past above all.
There is a more sophisticated approach to data which demonstrates a lack of 
transitivity. It uses the raw responses generated by the paired comparisons. The 
number of visitors choosing learning over value for money was 77, while only 16 
visitors chose the latter over the former.
413
Data for all 93 visitors in the current study in response to the ten paired 
comparisons is as follows;
No of visitors No of visitors
Learning 77 versus Value for money 16
Learning 59 versus Fun 34
Learning 63 versus Helpfulness 30
Learning 51 versus Sense of the past 41
Sense of the past 70 versus Value for money 23
Sense of the past 60 versus Fun 31
Sense of the past 58 versus Helpfulness 35
Helpfulness 56 versus Value for money 34
Helpfulness 50 versus Fun 43
Fun 54 versus Value for money 38
Using Elliot and Christopher’s (1973, 115-117) model, an interval scale may be 
produced using these figures (figure 68 - page 415). A preference matrix is 
constructed by showing the number of respondents who preferred the item in the 
column over the item in the row (for example, 59 respondents thought the costumed 
interpreters contributed learning rather than fun). Where like is compared with like 
(for example, fun is paired with fun) the total number of responses (93) is divided by 
two (46.5), producing a diagonal line of similar figures. The second (proportion) 
matrix is produced by dividing the first matrix by the number of responses (93) 
throughout. Values of less than 0.5 (shown in italics) are deducted from one and 
expressed as negatives in order that all figures may be checked in the standard 
normal distribution table to provide the “z” matrix. Each column in the “z” matrix is 
summed to provide a total for each item (for example, fun has a total of -0.66) and 
these totals are divided by the number of items (5). The resulting values are 
recalculated to express the lowest as zero, producing a scale in which the values 
show how frequently a contribution by costumed interpreters was chosen by 
respondents. A low value represents low frequency and a high value represents 
high frequency.
This scale (which takes all responses into account including intransitive choices) 
reveals that most visitors felt learning was the contribution gained from contact with
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Figure 68: Analysis of paired comparisons
to produce an Interval scale
: N = 93 n = 5
Preference m atrix : showing no of respondents preferring column over row
FUN LEARN HELP PAST : £
FUN 46.5 59 50 60 : 38
LEARN : 34 46.5 : 30 41 1 6
HELP : 43 : 63 1 46.5 58 34
PAST 31 51 35 46.5 : 23
£ 54 77 56 70 : 46.5
Proportion m atrix i divide by no of respondents throughout (ie 93)
FUN 1 LEARN : HELP PAST £
FUN 0.5 0.634 0.538 0.645 0.409
LEARN 0.366 0.5 0.323 0.441 \ 0.172
HELP 0.462 0.677 0.5 : 0.624 : 0.366
PAST 0.333 0.548 0.376 0.5 0.247
_ £ J 0.581 0.828 0.602 : 0.753 : 0.5
Read in normal distribution tables (appendix XVII) for;
z m atrix FUN : LEARN HELP PAST £
FUN 0 : 0.34 0.1 : 0.37 1 -0.23
LEARN : -0.34 0 -0.46 : -0.15 -0.95
HELP -0.1 0.46 0 0.32 -0.34
PAST -0 .43 0.12 -0.32 0 -0.69
£ 0.21 0.95 0.26 0.69 0
E : -0.66 1.87 -0.42 1.23 -2.21
Divide by n (5):: ■0.132 0.374 -0.084 0.246 -■0.442
Recalculate for lowest value at zero:
0.31 0.82 0.36 0.69 0.00
Low
£ (0)
High
Fun (0.31) Help Past (0.69) ; Learn (0.82)
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the costumed interpreters. It scored 0.82. A sense of the past came next (with a 
score of 0.69), while helpfulness (0.36) and fun (0.31) came much further behind, 
although close together. Value for money was the contribution identified least often 
by visitors, occupying point zero on this scale. Kendall’s coefficient of agreement 
was calculated to ensure that this scale did not occur by chance (Edwards, 1957, 
76-78).
The last question in this section of the questionnaire asked the visitors to describe 
the quality of the site’s costumed interpreters on a scale from very good to very 
poor. Almost half of the visitors said the costumed interpreters were very good (49 
per cent). Another 37 per cent said they were good and 12 per cent said they were 
neither good nor poor. One visitor said the interpreters were very poor and one 
visitor did not respond to the question.
The second section of the questionnaire sheds some light on site managers’ 
assumptions that the presence of costumed interpreters attracts visitors. The data 
showed that the presence of costumed interpreters was not important in the 
decision to visit the site for 42 per cent of visitors. There were 33 per cent who did 
not know there were costumed interpreters at the site before their visit. Another 24 
per cent said the costumed interpreters were an attraction. Only one per cent of 
visitors failed to answer the relevant question.
ii] Correlations between results
The purpose of this pilot survey was to test the questionnaire one last time for ease 
of completion by visitors and to undertake experimental analysis to ensure that 
meaningful results could be discovered from the data. In addition to the results 
demonstrated above, further insights might be revealed by cross-referencing 
answers provided by the five sections of the questionnaire (visitors’ priorities, 
quality of their visit, contributions of the costumed interpreters, and characteristics of 
the visitors). Examples of meaningful correlations are provided below.
The 44 respondents rating their visits as very good were, for the most part, 
funlovers (41 per cent) and factfinders (34 per cent). The helpseekers.
416
pastsearchers and pennypinchers made up just 24 per cent of those saying their 
visit was very good. A similar pattern was true for the 40 visitors saying their visit 
was good - funlovers (53 per cent), factfinders (38 per cent) and all the others (6 per 
cent). The relevant tables are in appendix XIII.
The demographic characteristics of visitors provided little insight into visitors' 
responses to the experiences offered at the two sites. The age, sex and educational 
background of visitors saying their visit was very good reflected the range of 
respondents as a whole (for example, most visitors were between 41 and 60 years 
old; the largest proportion of visitors saying their visit was very good were in this 
group). Similarly, the numbers of visitors’ with or without a predisposition toward 
costumed interpreters, their visit pattern (for example, alone, with family, with a 
group) and their visiting habits (for example regular, occasional and infrequent 
visits) were reflected in the proportions rating their visits very good or good.
Opinions about the costumed interpreters’ contributions revealed very little about 
their impact on the visit as a whole. The visitors identifying each contribution 
highest said their visit was very good or good in roughly equal proportions (for 
example, of the 25 per cent of visitors who said the costumed interpreters 
contributed to learning above all, 14 said their visit was very good, while eight said 
it was good). All four visitors who thought the costumed interpreters contributed 
value for money rated their visit as very good (appendix XIII).
It was mostly the funlovers who said they thought the costumed interpreters were 
very good (46 per cent); although the factfinders made up 37 per cent. Since these 
two groups made up the vast majority of the visitors (82 per cent of respondents), 
there is little to be gleaned from the remaining 18 per cent of people, who were 
helpseekers, pastsearchers, pennypinchers and non-respondents (appendix XIII). 
The visitors who thought the costumed interpreters contributed learning were the 
largest group of those who said the costumed interpreters were very good (37 per 
cent). The next largest group were the 28 per cent who did not identify a clear 
contribution from the costumed interpreters (appendix XIII).
The psychographic profiles of visitors were not relevant in explaining the 
attractiveness or lack of knowledge about costumed interpreters at the site: for
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example, similar proportions of factfinders said the costumed interpreters were an 
attraction (30 per cent), were not an attraction (30 per cent) and did not know about 
them in advance (36 per cent) (appendix XIII).
The main focus of this analysis was on the differences in visitors' responses at sites 
with different investment profiles based on training, pay and costume budget. One 
site had a medium overall investment profile; the other was a low investment site.
Site A (medium) UK Site B (low) US 
Training Medium Medium
Pay Medium Low
Costume budget High Low
[Costume management 11 (High) 24 (Low)]
More of the visitors saying their visit was very good were at the low overall 
investment site (68 per cent of the 44 who gave this rating) than the medium 
investment site. Most at the overall medium investment site rated their visit as good 
(65 per cent of 40 visitors).
Most of the visitors who thought the costumed interpreters contributed learning 
above all were at the overall low investment site. It was not possible to distinguish 
between investment in training at the sites as they were both in the medium 
category. Visitors who thought the costumed interpreters contributed learning 
above all were at the low pay investment site, and the low costume investment site. 
These findings are contrary to the expectation that sites which make high 
investments in their costumed interpreters will gain higher ratings. However, at the 
overall medium investment site, 91 per cent of visitors said the costumed 
interpreters were good or very good. At the overall low investment site, 82 per cent 
said this. These results are based on just two sites and 93 questionnaires. The 
more complex comparison possible between more sites and more visitors in the 
visitor survey proper may reveal relationships which are more consistent.
iii] Final amendments
The researcher who administered the questionnaires in the United States reported 
few difficulties with the paired comparisons but the question requiring answers in
418
few difficulties with the paired comparisons but the question requiring answers in 
order of priority required constant verbal explanation. The wording for this question 
was changed in line with the researcher’s recommendation to include the phrase: 
“please rank in order of importance ... using 1 as most important and 5 as least 
important” (appendix XIV).
A fifth coding box was added to the existing four for each site’s overall, training, pay 
and costume investment categories to permit the costume management score 
category from the costume survey to be recorded too.
The questionnaire was translated into Swedish by a native speaker, commented on 
by a second native speaker and proof read by a professional translator (appendix 
XV] since it was intended that the sample sites would include some in Sweden.
6) Costume management survey
I] Selection of sites for costume management survey
There were 122 sites which had indicated their willingness to participate in further 
research when the initial survey questionnaires were returned. These were the 
sites to which the costume management questionnaires were sent. Achieving a 
target of 76 completed questionnaires would permit conclusions to be drawn with 
95 per cent confidence and a 10 per cent sampling error for the population of sites 
employing costumed interpreters (Salant and Dillman, 1994, 55).
7) The visitor survey
I] Selection of sites for visitor survey
The information from the initial survey on training and pay provided investment 
profiles for all the potential sites for the visitor survey. A mix of high, medium and 
low investment sites were required. The sites were selected from three groups, 
representing high, medium and low investors in training, pay and costume.
Data from the initial survey provided the following information about the distribution
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of investment profiles for training, pay and costume across the 159 sites which 
participated:
High Medium Low n/a
Number of sites total
Training 9 77 73 0 159
Pay 35 44 66 14 159
Costume 43 32 69 15 159
Overall 25 47 65 22 159
The challenge was to select a sample which would provide a comparative picture 
of the population in order to investigate visitor satisfaction at sites with costumed 
interpreters. Sites were drawn from four countries - Sweden (the birthplace of 
costumed interpretation), the United States (the place in which most such sites are 
found), Canada (where costumed interpretation seems to be at its most advanced 
from the findings of the initial survey) and the United Kingdom (where costumed 
interpretation is relatively new but gaining ground).
Sites in the four countries were selected to reflect the range of overall investment 
profiles found through the initial survey. Further selection of sites was driven partly 
by the willingness of managers to help and the existence of an admission fee 
because one of the aims of the study was to investigate value for money. While it is 
possible to interpret value for money according to the cost of transport to the site, 
visitors were more likely to understand the concept in relation to an admission fee.
The investment profiles were calculated using the admission fee as a unit of 
investment in pay and costume budgets to allow for differences in the cost of living 
between countries. A further refinement at this stage was to select sites which had 
similar admission fees. All the selected sites charged admission fees between 
US$3 and US$14, which excluded sites way beyond the average for the sample 
studied during the initial survey (US$7). The sample sites had an average 
admission fee of US$7.
There were no sites which had a high investment profile in all three categories of 
pay, training and costume. However, there were 26 sites which were high for two 
out of the three categories. The profile for these sites was low training, high pay,
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and high costume investment (14 sites) or a medium profile for training and high for 
the other two categories (10 sites). The remaining two sites had individual profiles; 
one of which was only one site in the high investment group with a high investment 
in costume. It was put into the sample on that basis. The other sites chosen to 
represent the high investment category came from the two large groups mentioned 
above:
Level of investment (high overall)
Trainino Pay Costume
US High Low High (site 62)
UK Medium High High (site 19)
Canada Low High High (site 159)
Sweden Low High High (site 25)
The selection of medium investment sites followed a similar pattern. There were 47 
sites which showed an overall medium investment profile and of these ten sites 
were medium in all three categories. However, this was not the biggest group. 
There were 14 sites which had medium investment in training and pay and either 
high (eight sites) or low (six sites) investment in costume. Another common profile 
was a high, a medium and a low. Strictly speaking, this might not be interpreted as 
a medium overall but a “mixed” profile. There were 14 sites in this group, although 
there was little consistency in the pattern of high, medium, low investment in 
training, pay and costume. Five sites had a medium investment in pay and costume 
(one with a high and four with a low investment in training). Four sites made a 
medium investment in training and costume (one with a high investment in pay and 
three with a low investment in pay). The sites chosen to represent this group was 
similarly mixed:
Level of investment (medium overall)
Trainino Pay Costume
US Medium Low Medium (site 126)
UK Medium Medium Medium (site 13)
Canada Low Medium Medium (site 160)
Sweden Low Medium High (site 116)
The low investment category comprised 64 sites. The largest group was the 22
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sites which had a medium investment in training but low investment in both pay and 
costume. There were 19 sites with low investment in training, pay and costume. 
There were 11 sites with low investment in training and costume but a medium 
investment in pay. Another five sites had low investment in training and pay but 
medium investment in costume. Four sites invested a great deal in training but 
scored low on pay and costume. Two sites had high investment in training and 
costume but low investment in pay. One site had low investment in training and pay 
but high investment in costume. The sites selected for the sample had the following 
investment profiles:
Level of investment (low overall)
Trainino Pav Costume
US High Low Low (site 18)
UK Low Low Low (site 51)
Canada Low Medium Low (site 132)
Sweden Medium Low Low (site 122)
Other important issues highlighted by the qualitative research and the literature 
review were the differences in visitor satisfaction owing to the kind of site they were 
visiting (for example, a stately home versus an industrial complex or an ersatz 
environment versus a real one), the kind of history interpreted there (for example, 
everyday life or national politics), the immersive quality of the site (partly due to its 
scale and the number of staff in costume) and the kind of activity undertaken by the 
interpreters (for example, improvised presentations or casual conversation).
The sample of sites was constructed to control for these differences as far as 
possible. Each of the fieldwork sites was a real historical environment - a restored 
original building or group of buildings rather than a gallery or heritage centre. All 
are presented primarily as domestic places where people lived, although three are 
fortified because they had civil protection or military functions in the past. Four are 
village or townscapes with commercial buildings in addition to dwellings. Five are 
houses or stately homes.
Eight of the sites use third-person interpretation only, two use use first-person 
interpretation only and two use both styles of interaction. The proposition that first- 
person interpretation may do a better job at stimulating interest in the past while 
third-person interpretation teaches visitors about the past more effectively could be
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third-person interpretation teaches visitors about the past more effectively could be 
tested by analysing the results for each group (Leon and Piatt, 1989, 90).
Geographical location and style of interaction provided a second-order of 
independent variables to be analysed if time and resources allowed or if the 
original independent variables proved less than useful.
As far as possible, the visitor survey was undertaken at sites which were 
representative of the population of sites employing costumed interpreters according 
to the criteria identified in the initial survey. The 12 sites in the survey had an 
average annual visitorship (215,667) in line with the average for the 159 sites in the 
initial survey (165,000). All sites selected for the visitor survey employed a team 
matching the typical profile of costumed interpreters as closely as possible (for 
example: eight sites employed more women than men; nine sites had a majority of 
costumed interpreters aged 21 to 30 years; at seven sites most had a college 
degree and had worked at the site for at least a year). The costumed interpreters 
were to be unaware that they were the focus of the study.
The selection of respondents at the survey sites is detailed in the findings chapter. 
At each site, the visitors who completed questionnaires were to be given a small 
incentive (the site’s souvenir pencil). At each site, 50 usable questionnaires were 
required making a target of 600 questionnaires overall. All visitors were to be 
approached and offered a questionnaire as they left the site. If questionnaires were 
incomplete, illegible or otherwise spoiled, they were to be discarded and further 
questionnaires distributed until the target of 50 usable questionnaires was 
achieved at each site.
8) The research question
The final version of the mapping sentence incorporated all the refinements to 
outline the research question in detail (figure 69 - page 425): A restored original 
historic site with an admission fee, which is in Canada/Sweden/United 
Kingdom/United States employing costumed interpreters who do first- 
person/both/third-person interpretation, which makes a high/medium/low 
overall investment in them through a high/medium/low investment in their 
training, high/medium/low investment in their pay, high/medium/iow
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investment in the costume budget and a high/medium/low investment in costume 
management, for interaction with visitors with priorities for a visit which are a 
sense of the past/learning/fun/value for money/helpfulness and are 
young/old, male/female, minimally/highly educated, with/without 
family/friends/group, make frequent/infrequent visits to historic sites, and 
have a/no predisposition to costumed interpreters, provides an experience with a 
sense of the past/learning/fun/value for money/helpfulness/attraction.
A summary of the surveys undertaken to investigate this mapping sentence is as 
follows:
Survey No of respondents Information
Initial (1998/9) 159
Costume management 
(2000/1) 89
Visitor survey 
(2001)
February 2001
May 2001 
June 2001
June 2001
July 2001 
August 2001
600
Site 018 
Site051 
Site 126 
Site 013 
Site 019 
Site 116 
Site 122 
Site 025 
Site 160 
Site 132 
Site 062 
Site 159
(US)
(UK)
(US)
(UK)
(UK)
(Swe)
(Swe)
(Swe)
(Canada)
(Canada)
(US)
(Canada)
Independent variables:
training, pay, costume budget 
Subject variables:
First/third person interpretation
Independent variable:
Costume management score
Subject variables:
Priority in visitor experience 
Age, sex, education 
Visit pattern, frequency 
Attraction of costumed interpreters 
Dependent variables:
Contributions of costumed interpreters 
Quality of costumed interpreters 
Quality of visit
50 questionnaires 
50 questionnaires 
50 questionnaires 
50 questionnaires 
50 questionnaires 
50 questionnaires 
50 questionnaires 
50 questionnaires 
39 questionnaires 
50 questionnaires 
50 questionnaires 
50 questionnaires
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Chapter 11
Findings from the initial survey and the stage two study
This chapter draws on the findings of three research instruments: the initial questionnaire 
sent to historic sites employing paid, permanent costumed interpreters; the costume 
management questionnaire sent to a smaller selection of the same respondents; and a 
visitor questionnaire administered at 12 sample sites. The first section provides the basic 
descriptive statistics revealed in the initial survey and is divided into six sections 
capturing a broad overview of the sector.
1) Findings from initial survey
The number of respondents (159) is below the original target of 185, which carries a 
sampling error of 5 per cent. The 159 usable questionnaires were completed by 
managers working in historic sites at which costumed interpreters are employed. The 
results reported here are frequently expressed in percentages, some of which add up to 
more than 100 per cent because figures have been rounded to the nearest whole unit.
The vast majority of respondents work in the operational or general management of their 
historic site (51 per cent); those in the interpretation department (19 per cent) or 
responsible for education or curatorship (18 per cent) were far fewer; while even rarer 
were public relations and marketing staff (3 per cent). There were five per cent whose job 
title was unclear and four per cent of respondents who did not indicate their job title or 
area of responsibility.
There are 159 completed questionnaires of which 120 are from sites in Canada and the 
United States. There are 29 from Europe (one of which is in Eastern Europe, 19 are from 
the United Kingdom, 6 are from Scandinavia and 3 are from elsewhere) and another 10 
from the rest of the world. Most were historic buildings or collections of buildings; only 
five were galleries or exhibition areas. Despite the existence of costumed interpreters in 
science museums (as discussed previously), this survey does not include any of them as 
it set out to study costumed interpreters employed at historic buildings, collections of 
historic buildings or similar.
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I] The employment of costumed interpreters at heritage sites
The first costumed interpreters were introduced at two of the sites in the survey in the last 
decade of the 19th century, and a few more introduced them before 1970 (18 per cent) 
but the real surge in their appearance was during the 1970s, which is when 36 per cent 
of sites in the sample first employed staff in costume (table 1 - below). Since then, there 
has been a steady increase in the number of sites employing costumed interpreters - 23 
per cent introduced costumed interpreters in the 1980s.
Table 1 : Era during which costumed interpreters were introduced to sites
Total
Location
North America Europe Rest
Era 159 120 29 10
Before 1970 28 23 4 1
1970s 58 54 2 2
1980s 37 26 8 3
1990s 28 11 15 2
No response 8 6 0 2
The trend slowed during the 1990s (only 18 per cent of sites introduced costumed 
interpreters at this time). Five per cent of sites did not specify the time at which the 
costumed interpreters were introduced. It is noteworthy that there was a rapid growth in 
the introduction of costumed interpreters at North American sites during the 1970s (54 of 
the 58 sites which did so were located there). A similar surge did not occur in Europe 
until the 1990s, when 50 per cent of the survey sites located there introduced costumed 
interpreters. While there were another 8 per cent of sites (13 sites) innovating in this way 
in the rest of the world in the 1990s, there was a notable decline in the rate of growth in 
North America.
The survey provided information about the total numbers of staff employed at 150 sites 
(including non-costumed staff such as curatorial, maintenance, retail etc). Those with a 
total staff of between 11 and 20 employees and more than 51 employees comprise the 
two biggest groups in the survey (chart 1 - below). As many as 54 per cent of sites fall 
into one or other of these groups. All the other groups together account for 47 per cent. 
The maximum number of staff employed at any one site is 887, the minimum is 2, and the 
mean is 64. There were nine sites for which this information was not available (6 per 
cent).
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The survey provided information about the numbers of people employed as costumed 
interpreters at all 159 sites (chart 1 - below). The answers refer to the whole team of 
interpreters, not the number of costumed staff on duty each day. The largest proportion of 
sites in the survey are those with between 6 and 20 permanent costumed interpreters (57 
per cent). The maximum number of costumed interpreters employed at one site is 320, 
the minimum is 1, and the mean is 25. The most common team size (the mode) is six 
costumed interpreters (which is the case at 15 sites). Directory listings information 
showed that 51 of the 87 United States sites in the survey (59 per cent) used volunteers 
in addition to their paid costumed interpreters.
Chart 1; Total numbers of staff and costumed interpreters
Number of sites
50 
45 
40 
35 
30 
25 
20 
15 
10 
5 
0
□ All staff ■Costumed interpreters
I
1 to 5 6 to 10 11 to 20 21 to 50
Number of staff
51 + n/r
Sites at which no admission is charged (18 sites) have considerably fewer costumed 
interpreters than those which have an entrance fee (141 sites). The former employ an 
average of 8 costumed interpreters, whereas sites which charge have an average of 28 
costumed interpreters.
As might be expected, the greater the annual visitorship, the more costumed interpreters 
there are on the staff (table 2 - below). At sites with more than 200,000 visitors per 
annum, there is an average of 57 interpreters; at sites with fewer than 20,000 visitors 
each year, there is an average of 8 interpreters. However, 45 per cent of sites employ 
seasonal costumed interpreters in addition to the permanent staff, while 55 per cent of 
sites do not.
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Table 2: Annual visitorship and average number of costumed interpreters
employed at survey sites
All sites AV€
Annual v is itorship
159 25
Up to 20,000 33 8
20,001 -50,000 39 14
50,001-100,000 35 34
100,001-200,000 15 33
200,000+ 24 57
No response 13 n/a
At 18 sites, all of the staff work in costume; at 12 sites, under 10 per cent of the staff do so. 
The average proportion of the staff who are costumed interpreters is 54 per cent. The 
lower the annual visitorship, the larger the proportion of staff who work in costume: sites 
with up to 20,000 visitors have 66 per cent of the staff working in costume, whereas sites 
with more than 200,000 have 32 per cent of the staff doing so. Sites in Europe have a 
much lower proportion of staff working in costume (33 per cent) than do North America 
and the rest of the world (56 per cent).
II] Characteristics of heritage sites with costumed interpreters
One way of classifying heritage attractions is by annual visitor numbers. The survey 
provided information about visitorship during 1996/97. There was a wide range of sites in 
the survey - from the largest with 4.1 million visitors a year to the smallest with 3,300 
visitors. The average number of visitors per year was 165,000 (based on 146 sites). Most 
sites fall into five visitorship groupings which are: up to 20,000 (33 sites - 21 per cent); 
between 20,001 and 50,000 (39 sites - 25 per cent); between 50,001 and 100,000 (35 
sites - 22 per cent); between 100,001 and 200,000 (15 sites - 9 per cent); and more than 
200,000 visitors (24 sites -15 per cent); although there were 13 sites for which this 
information was unavailable.
The general historical pattern in visitor numbers to heritage sites is confirmed by the 
figures for the few survey respondents who answered all the relevant questions (chart 2 - 
below). Visits to all 46 of these sites in 1976/77 was 8.5 million. By 1996/97, the total 
number was 9.25 million (at the same sites). This shows an increase of 9.2 per cent.
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There was a leap in visitorship in 1981/82, when the total reached 14.2 million, followed 
by a fall in 1986/87, which continued at a slow pace. The “1990s recession was not 
unique to the United Kingdom” and “excessive competition” in the leisure sector may 
have played a role in producing this pattern of visitorship which is similar to the classic 
product life cycie curve (de Haan, 1997, 26).
Chart 2: Visitorship from 1976/77 to 1996/97 (based on 46 sites)
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It is not possible to speculate on the relationship between the growth in visitor numbers 
and the introduction of costumed interpreters in the 1970s, because this coincides with 
the beginning of the period covered by the survey. Information about annual visitor 
figures in the 1950s and 1960s was not requested. However, the trend in visitor numbers 
is consistent with the general pattern of visiting heritage sites, particularly ecomuseums 
(figure 10 - page 30).
The majority of sites are managed by public bodies such as state or local government 
(54 per cent), closely followed by those owned privately but operated on a not-for-profit 
basis (30 per cent). There are 9 per cent managed privately for profit, and 6 per cent 
which are managed by public and private organisations in partnership. These figures are 
based on 158 sites (chart 3 - below).
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Chart 3: Ownership and management of sites employing costumed interpreters
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Most sites are open all year (53 per cent); the other 47 per cent are open for parts of the 
year only. Most of these open for five, six or seven summer months (33 per cent). One 
site is open for just two months and another for 11 months. There are 141 sites (89 per 
cent) which charge for admission. The highest fee is US$71, the lowest is US$1 and the 
mean US$7. The largest proportion of sites charged from US$1 to US$5 (40 per cent) at 
the time of the survey (1998/1999), although 37 per cent charged US$6-$10. A few 
charged US$11-$15 (8 per cent), a further 4 per cent charged US$16 or more. The 
length of the visit at most sites is usually between one to two hours (chart 4 - below).
Chart 4: Length of visits to sites employing costumed interpreters
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The survey investigated the impact of costumed interpreters on admission price. There 
were 141 possible responses to the relevant question because 18 sites do not charge an 
admission fee. Four respondents did not answer the question. There are 80 per cent of 
respondents who believe employing costumed interpreters has an upward impact on the 
admission fee (chart 5 - below). Another 18 per cent said there was no impact on price. 
However, 33 per cent suggested that the cost of employing costumed interpreters has a 
medium impact on admission prices to the site; 20 per cent said this impact is high; at 17 
per cent it was identified as low and at 16 per cent the cost was said to have no impact 
on the admission prices paid.
Chart 5: Impact of employing costumed interpreters on admission fee
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There are 83 sites which employed costumed interpreters when they first opened (52 per 
cent). For another 63 sites, it was an average of 28 years before costumed interpreters 
were introduced, although this figure includes five sites which introduced them one year 
after opening and three sites which waited more than 100 years. For most of these sites 
costumed interpreters were very much an afterthought. This is reflected in the integration 
(or lack of it) of the costumed interpreters into the interpretive design of the site (chart 6 - 
below). The proportion of sites at which the costumed interpreters were present at first 
opening (52 per cent) is similar to that for sites where the interpretive design of exhibits 
included the interpreters (51 per cent). Likewise, the proportion of sites at which 
interpreters were added later (40 per cent) is similar to that for sites where the original 
design was not modified to accommodate interpreters (36 per cent). There were 10 per 
cent of sites at which the original design was modified to accommodate interpreters. 
There was no response from 3 per cent of sites.
432
Chart 6: Integration of costumed interpreters in the interpretive design of the site
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The majority of sites have interpreters working in restored original environments (45 per 
cent); replica environments are the next most usual (31 per cent); while some interpreters 
work in an original environment (19 per cent). Few galleries or exhibition areas are 
included in this survey (3 per cent). Some sites had more than one type of environment 
in which their interpreters worked but this was not usual (11 per cent). There was no 
response from 1 per cent of the respondents.
Respondents were asked to indicate the level of importance (ranked from high to not at 
all) they attached to eight given reasons for introducing costumed interpretation. For the 
purposes of analysis, those reasons which were identified as highly important were 
examined (chart 7 - below). This gives an indication of perceived priorities in the reasons 
for introducing costumed interpreters.
The reason which was chosen most frequently was “to improve the educational value of 
the visit” which was ranked highly important by 130 sites (82 per cent of the total).
Another 13 per cent said its importance was medium. Other responses included - low 2 
per cent, not important 0 per cent, no response 3 per cent.
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Chart 7; Highly important reasons for introducing costumed interpreters
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Second on the list of important reasons for introducing costumed interpreters was to 
improve the entertainment value of the visitors’ experience. For 60 per cent of 
respondents this was highly important. Another 28 per cent indicated this was of medium 
importance. Other responses included - low 6 per cent, not 3 per cent, no response 3 per 
cent. Relevant too was the hope of attracting more visitors to the site. At 59 per cent of 
sites this was highly important; at 30 per cent it was of medium importance. Other 
responses included - low 6 per cent, not important 1 per cent, no response 3 per cent.
Another reason for introducing costumed interpreters was to improve value for money for 
visitors. At 42 per cent of sites, this was highly important; for 27 per cent it was of medium 
importance. Other responses included - low 13 per cent, not 14 per cent, no response 3 
per cent. Improving customer care in general was highly important in the decision to 
employ costumed interpreters at 39 per cent of sites; it was of medium importance for 35 
per cent. Other responses included - low 13 per cent, not 11 per cent, no response 3 per 
cent.
Other reasons were indicated, although they were only highly important for less than 25 
per cent of sites: lengthening visitors' time on site (high 21 per cent and medium 32 per 
cent); controlling visitor flow on site (high 11 per cent and medium 17 per cent); and 
improving security on site (high 7 per cent and medium 21 per cent).
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Another question investigated whether the expected benefits of introducing costumed 
interpreters were fulfilled (chart 8 - below). In the opinion of the respondents, the 
costumed interpreters made a high contribution to the site’s success by improving the 
educational value of the visit (89 per cent of sites); improving the entertainment value of 
visit (74 per cent); improving value for money for visitors (67 per cent); attracting more 
visitors (64 per cent); improving customer care in general (62 per cent); lengthening 
visitors’ time on site (47 per cent); controlling visitor flow on site (21 per cent); and 
improving security on site (19 per cent).
Chart 8:
Highly important contributions by costumed interpreters to the site’s success
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The respondents were asked to indicate the extent to which they thought various 
interpretive techniques and other features of the site make a contribution to visitor 
satisfaction (chart 9 - below). Some of the low ratings for features such as audiotours are 
because the sites do not have them, whereas all sites in the survey have costumed 
interpreters. Costumed interpreters were rated highly by 91 per cent of respondents; 
fewer than 25 per cent of sites rated the other interpretive techniques highly: video and 
other audiovisual presentation/s were rated high contributors to visitor satisfaction by 21 
per cent of sites; interpreters who do not wear costume were rated highly by 16 per cent 
of sites; 14 per cent of sites said interpretive labels were high contributors; while 
interpretive sign boards were rated high by 13 per cent, along with guide books (by 15 
per cent); whereas warding or security staff, prerecorded audio tour/s, and interactive 
computer system/s were scored high contributors by 5 per cent, 3 per cent, and 3 per 
cent of sites respectively. These results might be expected since the survey included only 
those sites which have costumed interpreters.
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Chart 9: Interpretive techniques and other features which make 
a high contribution to visitor satisfaction
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The relevance of the costumed interpreters in managers’ perceptions of the visitor 
experience cannot be stated too highly. They far outstripped ali other techniques in 
contributing to the sites’ success in the respondents’ views. This finding alone demanded 
investigation. Indeed, bias or exaggeration might be the most likely contributors to this 
overwhelming praise. Owing to the closeness of the respondents to the interpreters in the 
managerial hierarchy of the sites, some of the responses must be treated with caution.
For 57 per cent of respondents, their professional relationship with the costumed 
interpreters was as a direct superior. It could be argued that as managers responsible for 
the costumed interpreters, it was in their interest to praise them. The respondent was an 
indirect superior at 33 per cent of sites. These respondents might not feel the need to 
exaggerate the costumed interpreters’ importance quite as much as the former group. At 
4 per cent of sites, the respondents were on a par with the costumed interpreters; they 
were direct inferiors at 3 per cent; and answers to this question were not provided at 2 
per cent of sites.
The overwhelming majority of respondents believes the costumed interpreters have high 
or above average status within their organisation (table 3 - below). Most of the 
respondents are either direct or indirect superiors of the costumed interpreters. Cross 
referencing the respondents’ professional relationships with the status they accorded the
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costumed interpreters revealed that the majority of both direct and indirect superiors (144 
respondents) graded them above average or high. However, a higher proportion of the 
direct superiors rated them “high” status (38 per cent of 91) compared with the indirect 
superiors (25 per cent of 53). There were only 12 equals or direct inferiors who 
completed the questionnaire.
Table 3: Effect of respondents’ relationship with costumed interpreters
on their perceived status
Interpreters’ status within organisation
All sites High Above Below Low N/R
159 52
average
82
average
20 2 3
Reiationship
Indirect superior 53 13 29 9 1 1
Direct superior 91 35 44 9 1 2
Equal 7 3 3 1 0 0
Direct inferior 5 5 1 4 0 0
Indirect inferior 0 0 0 0 0 0
No response 3 0 2 1 0 0
Given that managers identified important reasons for the introduction of costumed 
interpreters, and indicated that they contribute to the site’s success, it might be expected 
that they would take a keen interest in visitor satisfaction. At 68 per cent of sites, visitor 
satisfaction surveys are undertaken but not all sites are willing to make them available for 
scrutiny. Only a 15 of the 56 promised surveys were enclosed with the questionnaires 
and only six of these asked visitors about the costumed interpreters or the educational 
benefit of their visits. It was noticeable that those from Canada were particularly detailed 
and relevant to this study compared to nearly all other examples.
The above information permits the construction of a profile for a typical site:
The interpreters work in restored originai environments, purpose-designed 
for them. The site empioys 11 to 20 staff, of whom between 6 and 10 are 
costumed interpreters. Just over haif the staff work in costume. The site 
does not empioy additionai seasonai costumed interpreters. The site
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receives between 20,001 and 50,000 visitors per annum, it is managed by 
a state or iocai government body and opens aii year. Admission costs 
between US$1 and US$5, for which the visitor can expect a visit of one to 
two hours. The employment of costumed interpreters at the site is 
estimated to have a medium impact on the admission fee. The site first 
opened to the public in the 1970s, with costumed interpreters as part of the 
interpretive design. Costumed interpreters were employed to improve the 
educational value of the experience primarily, but also to entertain, 
improve customer care, enhance value for money and attract more visitors. 
They are believed by site managers to do aii these, while their overall 
contribution to visitor satisfaction is high compared to other interpretive 
techniques. Therefore, it is not surprising that the status of the costumed 
interpreters within the organisation is above average.
Ill] Characteristics of costumed interpreters
Costumed interpretation is a profession dominated by women. Many sites (67 per cent) 
employ a majority of female interpreters; only 23 per cent have a majority of male 
interpreters. There are nine sites where there are an equal number of men and women. 
One per cent of sites did not provide this information.
At 45 per cent of sites the majority of women are employed for more than 30 hours a 
week (full-time); while at 43 per cent of sites women work part-time (30 hours or fewer).
At 6 per cent of sites, equal numbers of women work full- and part-time. There were 6 per 
cent of sites which did not respond to this question. At 49 per cent of sites the majority of 
males are employed for more than 30 hours a week; while 33 per cent work part-time (30 
hours or fewer). At 3 per cent of sites, equal numbers of men worked full- and part-time. 
There were 14 per cent of sites which did not respond. The biggest proportion of men at 
most sites are employed full-time (more than 30 hours a week) but a notable proportion 
work part-time. Taking the data for men and women together, the majority of costumed 
interpreters work full-time.
Turnover of staff is low, which is surprising in an industry that is seasonal. The average 
length of service for costumed interpreters at the sites included in the survey is between 
one and three years (40 per cent for women; 39 per cent for men) or more than three 
years (40 per cent for women; 33 per cent for men), while few remain in the job for less
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than a year (13 per cent for women; 11 per cent for men). There was no information 
provided about this by 8 per cent of sites (for women) and 16 per cent of sites (for men). 
Costumed interpreters tend to stay in the job longer at sites where costumed 
interpretation is well established (table 4 - below). Of the 63 sites at which costumed 
interpreters stay longer than three years, 30 are sites which introduced them in the 1970s 
versus 12, 15 and 5 sites in the pre1970s, 1980s and 1990s, respectively.
Table 4: Length of service of male and female costumed interpreters
M Era when CIs were introduced
>19701970s 1980s 1990s
All sites 159 159 28 58 37 28
Length of service (breakdown for fern
Up to 3 months 7 6 0 1 1 3
From 3 to 6 months 5 7 2 1 4 0
From 6 months & a year 6 8 1 2 3 2
From 1 & 3 years 62 63 10 21 12 15
3+ years 53 63 12 30 15 5
No response 26 12 3 3 2 3
Chart 10: Age of costumed interpreters
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Respondents were asked to indicate the age group of the majority of the costumed 
interpreters at the site (chart 10 - above). The most common age group is between 21
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and 30 years (28 per cent). However, it should be noted that 19 per cent of sites were not 
able to indicate a clear majority, suggesting there is a mix of ages employed as 
costumed interpreters. Older groups (ie over 51 years) are in the minority, as are the 
under 20s.
Respondents were asked to indicate the educational achievements of the majority of the 
costumed interpreters at the site (chart 11 - below). The most usual achievement is a 
college/university degree (41 per cent), although almost as many finished their education 
at high school (38 per cent). There were 6 per cent of sites which did not identify a 
majority of interpreters with a particular background, suggesting a mix of educational 
achievements among the staff (and 9 per cent which did not answer the question). Few 
sites have a majority of costumed interpreters with a postgraduate qualification (5 per 
cent).
Chart 11 : Educational achievements of costumed interpreters
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Respondents were asked to indicate which recruitment criteria are highly important for 
costumed interpreters (chart 12 - below). Experience of work with the public is the most 
important (77 per cent), while experience of work with children is a long way behind (46 
per cent). Previous knowledge of the site or a related specialism is a highly important 
criterion at 20 per cent of sites, as is a range of other skills (20 per cent). Experience of 
work at a similar site is desirable at 29 per cent of sites.
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Chart 12: Highly important recruitment criteria for costumed interpreters
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An academic degree is important to 18 per cent of sites. Experience of acting or the 
theatre (13 per cent), a second language (11 per cent), experience of research work (11 
per cent), and a postgraduate qualification (1 per cent) are of little importance. A 
personal interview is of great and almost universal importance - 95 per cent of sites rated 
it as highly important (chart 13 - below). A written application was the next most 
important recruitment procedure (46 per cent). Previous work on site helped some 
interpreters secure employment (33 per cent), while word of mouth recommendations 
were highly desirable at 28 per cent of sites. Written recommendations (14 per cent), 
auditions (15 per cent), and written exercises or tests (7 per cent) were not used by many 
sites.
Chart 13: Highly important recruitment criteria for costumed interpreters
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The majority of sites offer interpreters written contracts (52 per cent), while 46 per cent of 
sites provide no written contract (chart 14 - below). There was no response to this 
question from 3 per cent of sites. Similar proportions offer short contracts of between 
three and six months (16 per cent) or between six months and a year (12 per cent) and 
long contracts of more than three years or with no termination date (13 per cent). It is not 
usual for very short contracts to be offered - only 8 per cent were for up to 3 months. 
Medium-term contracts are rare too - only 3 per cent give contracts of between one year 
and three years. The majority (55 per cent) of sites in North America offer no contract (66 
sites out of 119) whereas the majority (84 per cent) of sites in Europe do offer a contract 
(25 sites out of 30).
Chart 14: Duration of contracts on which most costumed interpreters are employed
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This information permits the construction of a profile for the typical costumed interpreter:
She works full-time (more than 30 hours a week) on a three- to six-month 
written contract, is aged between 21 and 30 years, has a college degree 
and experience of work with the pubiic. She was recruited by interview 
having submitted a written appiication and wili stay in the job for between 
one and three years, and is highiy iikeiy to stay ionger.
IV] What costumed interpreters do
All sites provided information about the length of the working day for costumed 
interpreters (chart 15 - below). At 62 per cent of sites in the survey, the costumed
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interpreters were available for contact with visitors for between six and eight hours each 
day; at 28 per cent of sites the interpreters are working with the public for between four 
and six hours. A small percentage work fewer than four hours (6 per cent) or for more 
than eight hours (4 per cent).
Chart 15: Length of the working day for costumed interpreters
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At 69 per cent of sites in the survey, the costumed interpreters are issued with a job 
description; another 30 per cent of sites do not provide a written resume; one per cent did 
not respond to this question. A total of 54 job descriptions were received with completed 
questionnaires. These reveal an interesting breakdown of costumed interpreters’ 
responsibilities (figure 70 - page 444) which are described in more detail below.
Work for costumed interpreters frequently requires adopting several different modes of 
interaction with visitors, some simultaneously. All 159 sites responded to this question 
(chart 16 - page 445). First-person interpreters are those who adopt a specific character 
and speak as though they are a person in the past, usually introducing themselves in 
character. Third-person interpreters do not pretend to be someone from the past but may 
represent an historical character; they will often introduce themselves using their own 
name. At some sites, separate teams of first and third-person interpreters are maintained; 
at others, individual interpreters use both first and third-person modes interchangeably, 
depending on circumstances. Costumed interpreters are also employed as crafts 
demonstrators (in first-person, third-person and sometimes doing both).
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Figure 70: Responsibilities of costumed interprefers
based on 54 job descriptions 
Number of sites Percentage of sites
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Chart 16:
Combinations of roles undertaken by costumed interpreters at survey sites
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There are 21 per cent of sites where visitors encounter first-person interpreters, third- 
person interpreters and trade or craft demonstrations, which is the highest proportion in 
this breakdown. Second is the use of both first-person interpreters and third-person 
interpreters (16 per cent). There are first-person interpreters only at 10 per cent of sites 
(including those where they undertake demonstrations too); there are third-person 
interpreters only at 23 per cent of sites (including those where they also undertake 
demonstrations). All four types of interpretation are used at 11 per cent of sites. Just six 
per cent of sites use first-person interpreters and individual interpreters in both first and 
third-person modes. Other combinations account for nine per cent of sites. There are 
three per cent of sites where individual interpreters work in and out of role during the day 
(for example, for different types of tour or to answer questions after a presentation).
All respondents provided information about the nature of the encounter between the 
costumed interpreters and the visitors (chart 17 - below). At most sites, this is best 
described as an improvised presentation or tour (28 per cent) or a conversation 
according to the site’s interpretive guidelines (27 per cent). At 81 sites (51 per cent), the 
interpreters demonstrate crafts, trades or similar. It is noteworthy that only 28 sites (18 per 
cent) see this demonstration as the interpreter’s primary function. It is clear that for many 
sites, the demonstration is secondary to the tour, presentation or conversation which the 
interpreter provides. At 16 per cent of sites, casual conversation is the usual form of 
interaction. Only 11 per cent of sites have costumed interpreters who give a scripted 
presentation or tour.
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Chart 17: Primary form of interpretation undertaken by costumed interpreters
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The costumed interpreters may be asked questions at any time according to 94 per cent 
of the sites in the survey; only one per cent stated that questions were not permitted; and 
six per cent allowed questions at prescribed times (eg after a presentation/tour etc) or 
when the interpreters invited them.
This information permits the construction of a typical profile of the work of a costumed 
interpreter:
The costumed interpreters are available for contact with visitors for 
between six and eight hours each day. Their responsibilities are set out in 
a written job description. The site uses both first-person and third-person 
interpretation but individual interpreters do one or the other (not both) 
during a working day. An improvised presentation, tour or conversation 
according to the site’s interpretive policy or guidelines is the usual method 
of interpreting to the visiting public, and the costumed interpreter may be 
asked questions at any time.
V] Investment in costumed interpreters
Recruits are provided with induction training before they work as costumed interpreters 
without supervision at all sites, although levels of investment in this vary considerably 
(chart 18 - below). Most sites provide between one day and a week of training (46 per 
cent of sites) or between one week and a month (another 46 per cent of sites).
446
Chart 18: Length of induction training courses for new recruits
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Training continues at most sites once the costumed interpreters have started work. 
Again, the frequency of training varies considerably (chart 19 - below).
Chart 19: Frequency of training for costumed interpreters
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Annual training takes place at 31 per cent of sites, although nearly a quarter of all sites 
undertake some form of training either monthly (23 per cent) or quarterly (24 per cent). 
Just under 10 per cent of sites undertake daily (8 per cent) or weekly (6 per cent) training; 
and 9 per cent offer no training at all once the interpreters are doing the job. Only one per 
cent of sites failed to answer this question.
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Regular evaluation is undertaken by most sites. All 159 sites responded to this question 
(chart 20 - below). Only 9 per cent of sites never evaluate their costumed interpreters. 
The most usual arrangement is an annual evaluation which happens at 45 per cent of 
sites. But a greater proportion of sites undertake more frequent evaluations (46 per cent): 
there are 21 per cent of sites at which evaluation takes place quarterly; monthly (11 per 
cent); weekly (6 per cent) or daily (8 per cent).
Chart 20: Frequency of evaluation of costumed interpreters
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Subjects which are highly important (as opposed to medium, low or not important) in 
training programmes offered to costumed interpreters are: information about exhibits and 
the site and site orientation (both mentioned by more than 80 per cent of sites in the 
survey); communications skills and information on interpretive aims were included at 
more than 75 per cent of sites.
Only about 35 per cent of sites considered security issues and health and safety skills to 
be highly important elements of the training programme offered to costumed interpreters 
(chart 21 - below).
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Chart 21: Subjects considered highly important in costumed interpreters’ training
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Techniques which were identified as highly important in costumed interpreters’ training 
by more than 90 per cent of sites were: written information on exhibits and the site, a staff 
handbook, and opportunities for recruits to observe experienced costumed interpreters 
(chart 22 - below).
Chart 22:
Techniques considered highly important for costumed interpreters’ training
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About 75 per cent of sites also rate managers’ observation of recruits and lectures from 
curators or experts as highly important. Participatory workshops are used at 68 per cent
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of sites. Scripts are highly important training tools at 40 per cent of sites. Less popular 
are individual research projects (highly important at just 36 per cent of sites) and 
mentors, examinations, audiotapes, film screenings, field trips or live-in experiences 
which are highly important at only 8 per cent of sites.
Most of the sites in the survey (80 per cent) used more than one evaluation technique 
(chart 23 - below). Most common was casual observation by managers, which is used at 
85 per cent of sites. About half expect their costumed interpreters to take an oral test or 
examination or undergo a formal observation. Hardly any sites set written tests or 
examinations (5 per cent). Another 16 per cent use other techniques such as visitor 
feedback, reports, peer review or mentors. Only one per cent of sites failed to provide 
information on their evaluation techniques.
Chart 23: Techniques used for evaluating costumed interpreters
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Pay scales vary considerably. Respondents were asked to state the fee paid to staff for a 
day’s work in costume. The highest daily rate for men and women was US$136, while 
the lowest was US$11. The mean daily wage for men is US$57 (based on 135 sites), 
while the mean daily wage for women was US$55 (based on 143 sites). Since sites in 
the survey are all over the world and the cost of living varies from place to place, a daily 
fee in US dollars offers a somewhat limited comparison.
A more realistic picture of the investment made in staff is possible by representing daily 
pay as a multiple of the admission price charged at the site, where there is a charge. As
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an average, sites pay costumed interpreters 11 times the admission fee to their site. The 
biggest proportion of sites (42 per cent) pay staff up to seven times the admission fee to 
the site (chart 24 - below). At 27 per cent of sites, staff receive more than seven and up to 
14 times the admission fee; and at 23 per cent of sites, the interpreters are paid 15 times 
the admission fee or more. There were 9 per cent of sites which did not provide this 
information.
Chart 24: Costumed interpreters' daily pay as a multiple of the admission price
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Costume resources are another benchmark of investment in costumed interpretation.
The budget for a complete costume ranges from US$8 to US$5,000, while the average is 
US$462. There were 15 sites in the survey for which no information was forthcoming 
about costume budgets. At 12 sites, the interpreters were expected to provide their own 
costumes.
The costume budgets may be expressed as multiples of the admission prices. This 
shows the average investment in a costume is 92 times the admission price. The biggest 
single group of sites (43 per cent) is those where investment in costume is up to 40 times 
the admission price (chart 25 - below). There are 21 per cent of sites which invest up to 
80 times the admission price; while 27 per cent invest more than 80 times the admission 
price.
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Chart 25; Budget for an individual costume as a multiple of the admission price
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The above information permits the construction of a typical profile of investment in 
costumed interpretation:
New recruits receive induction training of up to a week. After this, further 
training takes place monthly or quarterly. Evaluation of the interpreter is 
undertaken annually or never. Training covers information on exhibits 
and/or the site, orientation, communications skills, and information on 
interpretive aims. Training methods include written information on 
exhibits/site, a staff handbook, observation of experienced costumed 
interpreters, managers’ observation of recruits, lectures from curators or 
experts, and participatory workshops. The evaluation procedures used are 
casual observation by managers, oral tests or written examinations, and 
formal observation. Pay is an average of US$57 a day for men and US$55 
for women. This average daily wage is 11 times the admission price to the 
site for both sexes. The mean budget for each costume is US$462, or 92 
times the admission price.
VI] Job descriptions
An analysis of the 54 job descriptions sent with completed questionnaires was 
undertaken. There were too few for the results to be interpreted with confidence. 
However, they do provide some descriptive detail about work as a costumed interpreter 
(figure 70 - page 444). The responsibilities described fall into three categories: work with 
visitors, costume, and other aspects of the job.
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In their work with visitors, using good communication skills is the most frequently 
mentioned aspect detailed in the job descriptions (65 per cent). Second in this list is 
demonstration of activities or crafts, which is set out in 59 per cent of job descriptions. 
Being knowledgeable is included at 54 per cent of sites.
Other responsibilities include matters of health and safety, which is mentioned in 61 per 
cent of the job descriptions analysed. The majority (59 per cent) of job descriptions 
reviewed also include security roles for the costumed interpreters (eg custodial duties 
with regard to objects on display, locking exhibits and/or setting alarms). While it may not 
be a significant reason for employing interpreters in costume, security (of architectural 
features, objects on display and the visitors) does seem to be part of the job. In addition, 
costumed interpreters are expected to clean their working environment at 54 per cent of 
sites. Undertaking research is included in the job description for costumed interpreters at 
52 per cent of sites.
Few job descriptions mention costume at all. Of the 54 documents examined, 26 include 
“wears costume” or similar but fewer defined the responsibility further (56 per cent). One 
job description includes the requirement that the interpreter be “comfortable with the 
principle of wearing period costume” (site 19, undated). Another refers to the physical 
demands of the job which are characterised as: “wearing cumbersome and restrictive 
period costumes” (site 141, 1999). Costume issues mentioned in further detail in job 
descriptions were discussed in the section dealing with the development of the costume 
management questionnaire in chapter 10.
2) Findings from the costume management survey
There were 89 usable costume management questionnaires returned. This is well over 
the target of 76, which permits conclusions to be drawn with 95 per cent confidence and 
a 10 per cent sampling error for the population of sites employing costumed interpreters 
(Salant and Dillman, 1994, 55).
The questionnaires were from 31 overall medium investment sites, 34 overall low 
investment sites, 18 high overall investment sites and 6 for which the overall investment 
profile is unknown. In terms of their costume budget investment, the breakdown is rather 
different: 29 sites are high investors in costume; 19 sites are medium investors in
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costume; 38 sites are low investors in costume; and three did not provide any information 
on which their profile could be assessed.
Curatorial involvement with the design, making and wearing of costumes was the first 
measure requested in this survey. The results revealed three distinct categories (only 
one site failed to respond to this question): supervisory, advisory/indirect and none, 
characterised as high, medium and low involvement respectively (chart 26 - below). At 
49 per cent of sites, curatorial involvement in costume management is medium; at 38 per 
cent of sites, involvement is high; and at 11 per cent of sites, curatorial involvement with 
the design, making and wearing of costume is low.
Chart 26:
Level of curatorial involvement with design, making and wearing of costume
Number of sites
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44
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Medium Low
Level of involvement
No response
All 89 sites responded to the question asking for the number of items of modern dress 
worn by interpreters. These modernisms include: spectacles, jewellery, makeup or 
perfume, hairstyles, shoes, and modern underwear (with or without period 
undergarments). In the extensive personal correspondence gathered during the 
development of the costume questionnaire, the vast majority of commentators agreed 
that in an ideal world, none of these modern items would be worn by costumed 
interpreters but that for various reasons (eg health and safety in the case of spectacles, 
hygiene in the case of modern underwear, and cost in the case of shoes) they are used 
to a greater or lesser extent at most sites. The number of these modernisms worn at a site 
provides a crude measure of its costume accuracy: low (six or seven items), medium 
(three to five items), and high (up to two items). Analysis of the costume management
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questionnaire showed that at 45 per cent of sites, there is medium costume accuracy; at 
38 per cent of sites it is high; and at 17 per cent of sites it is low (chart 27 - below).
Number of sites
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Chart 27: Costume accuracy
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Number of modern items worn by interpreters
No response
Training in costume matters such as posture, deportment, dressing, storage and care of 
garments takes place annually or never at 78 per cent of sites; monthly or quarterly at 16 
per cent of sites; and daily or weekly at 7 per cent of sites (chart 28 - below).
Chart 28: Frequency of training in costume matters 
posture, deportment, dressing, storage and care
Number of 
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Frequency
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At the majority of sites, evaluation of the interpreters' costumes takes place daily or 
weekly (64 per cent of sites). This evaluation comprises observation and feedback on the 
interpreters' appearance (chart 29 - below). At 19 per cent of sites, evaluation takes 
place annually or never. Monthly or quarterly evaluation happens at 17 per cent of sites.
Number of sites
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Chart 29: Frequency of costume evaluation 
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All sites in the survey reported the extent to which the costumed interpreters are 
responsible for the maintenance of their costumes (chart 30 - below).
Chart 30:
Extent to which interpreters are responsible for the maintenance of their costume
Number of sites 
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Most sites expect the interpreters to care for parts of their costume (51 per cent); at 39 per 
cent of sites they have to look after all of it; but, in a few instances (10 per cent), the site 
undertakes all maintenance. There are 61 per cent of sites which undertake some kind of 
maintenance (chart 31 - below).
Chart 31 : Frequency of costume maintenance undertaken by site
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40 
35 
30 
25 
20 
15 
10 
5
0 J—
25
10
Daily or weekly Monthly or 
quarterly
19
Annually or 
never
Frequency
35
Interpreters'
responsibility
No response
Daily or weekly maintenance is provided at 28 per cent of sites; at 21 per cent of sites it is 
provided annually or never (some sites submitted explanations that although they were 
supposed to do annual repairs and laundering of garments, they lack the resources to do 
so). At 11 per cent of sites, maintenance is undertaken monthly or quarterly.
Most sites where the interpreters do not take full responsibility for maintaining their 
costumes employ one or two staff who look after them (35 per cent of all 89 sites), 
although this is often a small part of a full-time job involving other responsibilities 
unconnected with costume.
A notable minority of sites (20 per cent of all 89 sites) employ no maintenance staff to 
care for the costumes either because there are volunteers who undertake the necessary 
tasks or the work is simply not done (chart 32 - below). A few sites employ more than 
three staff to maintain costumes (6 per cent).
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Chart 32: Number of costume maintenance staff employed
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Staff who work in costume are overwhelmingly positive about it (chart 33 - below). All 
sites answered this question: 82 per cent have a majority of interpreters who are positive 
about wearing costume. There are 16 per cent of sites where the interpreters are mixed 
(there are roughly equal numbers of positive and negative attitudes); and only 2 per cent 
of sites report that the majority of staff are negative about wearing costume.
Chart 33: Attitude of the majority of interpreters towards wearing costume
Number of sites
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Each questionnaire produced a costume management score based on the resources 
invested (the lower the score, the higher the resources invested). The best management
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score was nine, the worst 22, and the mean was 16. The lowest third of the 89 sites 
scored from 22 to 18; this accounted for 24 sites. The middle third (33 sites) scored 16 or 
17. The top third (32 sites) scored 16 or fewer. The 12 fieldwork sites at which the visitor 
survey was undertaken were in the top two thirds only (with costume management 
scores of 17 or less). These were organised into three groups - three high investment 
sites (scoring 12 and below), five medium investment sites (scoring 13 to 15) and four 
low investment sites (scoring 16 or 17). These categories were intended to permit more 
refined analysis of the visitor survey in terms of costume investment.
It might be expected that the greater the involvement of curatorial staff in the design, 
production and management of costumes, the fewer modern items would be tolerated 
and the site would have higher costume accuracy. However, sites where curatorial 
involvement is high are more likely to have medium costume accuracy than sites where 
curatorial involvement is medium. There are 53 per cent of sites where curators are 
highly involved in costume management which have medium costume accuracy; 
whereas there are 45 per cent of sites where curators have medium involvement in 
costume which have high costume accuracy (table 5 - below). This is the opposite to 
what might be expected. The number of sites where curators have medium involvement 
and medium costume accuracy is far fewer than would be expected by chance. 
Significance testing permits a comparison between the expected result and the actual 
result to determine if it is significantly different (Grimm, 1993, 437-446). The significant 
finding here is that only 32 per cent of sites which have medium involvement from 
curators have medium costume accuracy.
Table 5: Costume accuracy and level of curatorial involvement in costume management
Level of curatorial involvement
All sites High Medium Low No res
89 34 44 10 1
Accuracy
High 34 11 20 3 0
38% 32% 45% 30% -%
Medium 40 18 14-  ^ 7 1
45% 53% 32% 70% 100%
Low 15 5 10 0 0
17% 15% 23% -% -%
Chi-square 6.32
Degrees of freedom 3
Probability 0.01
■indicates a significantly lower finding (at 95
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The pattern for costume evaluation is the same for all sites irrespective of the curators’ 
level of involvement with costume management: for example, 62, 66 and 70 per cent of 
sites at which there is high, medium and low curatorial involvement respectively 
undertake daily or weekly costume evaluation (table 6 - below). As might be expected, 
however, the vast majority of sites with high curatorial involvement (88 per cent) 
undertake daily, weekly, monthly or quarterly evaluation; only four of these high 
involvement sites (12 per cent) do it annually or never, whereas 23 per cent of medium 
involvement sites do likewise.
Table 6: Frequency of costume evaluation and level of curatorial involvement
in costume management
All sites
Level
High
of curatorial
Medium
involvement
Low No res
89 34 44 10 1
Frequency
Daily or 
weekly 57 21 29 7 0
64% 62% 66% 70% -%
Monthly or 
quarterly 15 9 5 1 0
17% 26% 11% 10% -%
Annually 
or never 17 4 10 2 1
19% 12% 23% 20% 100%
The sites which do not expect their interpreters to be wholly responsible for the care of 
their costumes fall into two main categories (table 7 - below). The significant group 
comprises those with high involvement by curators which undertake daily or weekly 
maintenance (41 per cent). Sites with medium involvement from curators are just as 
likely to undertake low maintenance work on costumes (27 per cent) as they are to do it 
daily or weekly (25 per cent). There are only ten sites which report low involvement in 
costume from their curators - none of them undertake daily or weekly maintenance; five 
of them report monthly or quarterly maintenance of costumes; and two do it annually or 
never.
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Table 7: Frequency of costume maintenance and level of curatorial involvement in
costume management
Level of curatorial Involvement
All sites High Medium Low No res
89 34 44 10 1
Frequency
Daily or
weekly 25 14+ 11 0 0
28% 41% 25% -% -%
Monthly or
quarterly 10 1 4 5 0
11% 3% 9% 50% -%
Annually
or never 19 5 12 2 0
21% 15% 27% 20% -%
Interpreters’
responsibility 35 14 17 3 1
39% 41% 39% 30% 100%
Chi-square 7.9
Degrees of freedom 4
Probability 0.1
+indicates a significantly higher finding (at 95 per cent confidence)
The level of curatorial involvement with costume management seems to have little 
bearing on whether the interpreters take full responsibility for maintaining their costumes: 
at sites where this is high (34 sites), 41 per cent of sites expect the interpreters to 
undertake maintenance work; at sites where it is medium (45 sites), 39 per cent of sites 
do likewise, and this is true of 30 per cent where there is low curatorial involvement. It is 
just as likely that a site with high curatorial involvement in costume management expects 
the interpreters to look after their own costumes as it is that there will be a high level of 
maintenance provided by the site’s staff.
The costume management score does correlate with the level of curatorial involvement 
reported at the sites in the survey (table 8 - below). The sites with higher levels of 
curatorial involvement have better (lower) costume management scores. The 34 sites at 
which curators are highly involved have an average costume management score of 14.7; 
for those where curators have medium involvement the mean score is 16.5; and at the 
sites where curators have low involvement with costume management, the average 
score is 17.4.
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Table 8: Costume management score (CMS) and level of curatorial involvement in
costume management
Level of curatorial involvement
All sites High Medium Low No response
89 34 44 10 1
CMS 16 14.7 16.5 17.4 21
The pattern of training in costume matters is the same irrespective of the curatorial staff's 
level of involvement with costume management (table 9 - below). Most sites, irrespective 
of curatorial involvement in costume management, provide training annually or never.
Table 9: Frequency of costume training and level of curatorial involvement
in costume management
Level of curatorial involvement
All sites High Medium Low No res
89 34 44 10 1
Frequency
Daily or
weekly 6 2 4 0 0
7% 6% 9% -% -%
Monthly or
quarterly 14 6 6 2 0
16% 18% 14% 20% -%
Annually or
never 69 26 34 8 1
78% 76% 77% 80% 100%
There are six sites which are high investors in training according to the initial survey. 
Comparing the evidence for costume training in the costume management survey was 
revealing (table 10 - below). Half were at one end of the scale and half were at the other: 
three offered training in costume matters daily or weekly; the other three offered this 
annually or never. Of the 40 sites which were medium investors in training in the initial 
survey, 75 per cent offered training in costume matters annually or never; 23 per cent 
provided it monthly or quarterly, and only 3 per cent offered it on a daily or weekly basis. 
The majority of the low investors in training in the initial survey were, not surprisingly, 
offering infrequent training in costume matters: 84 per cent of the 43 sites in this category 
provided it annually or never.
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Table 10: Frequency of costume training and investment in general training
for costumed interpretation
Investment in general training
All sites High Medium Low No
89 6 40 43 0
Frequency
Daily or
weekly 6 3 1 2 0
7% 50% 3% 5% -%
Monthly or 
quarterly 14 0 9 5 0
16% -% 23% 12% -%
Annually or
never 69 3 30 36 0
78% 50% 75% 84% -%
The sites which invest in general training have interpreters with a positive attitude about 
wearing costume (table 11 - below): 100 per cent of the high investors reported a positive 
attitude among staff, although this is based on six sites only; 93 per cent of medium 
investors did likewise (37 of 40 sites); 70 per cent of sites with low investment in training 
were positive (30 of 43 sites). Medium investment in general training appears to produce 
positive attitudes whereas low investment in general training is less likely to do so. The 
11 sites which reported mixed attitudes towards wearing costume are in the low training 
category, as are the two sites where negative attitudes were reported.
Table 11: Staff attitudes to wearing costume and investment in general training
for costumed interpretation
Investment in general training
All sites High Medium Low No response
89 6 40 43 0
Attitude
Positive 73 6 37+ 30- 0
82% 100% 93% 70% 0%
Mixed 14 0 3 11 0
16% -% 8% 26% -%
Negative 2 0 0 2 0
2% -% -% 5% -%
Chi-square 4.05 6.62
Degrees of freedom 3 3
Probability 0.3 0.09
+indicates a significantly higher finding (at 95 per cent confidence) 
•indicates a significantiy lower finding (at 95 per cent confidence)
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There is little correlation between the budget allocated for the provision of a costume 
(collected during the initial survey) and the frequency at which maintenance is 
undertaken (table 12 - below).
The largest proportion of sites categorised as high investors in costume who do not 
expect the interpreters to take full responsibility for the upkeep of their costumes provide 
annual or no maintenance (31 per cent) but almost the same proportion provide daily or 
weekly maintenance (28 per cent).
Table 12: Frequency of costume maintenance and investment in costume budget
Investment in costume budget
All sites High Medium Low No response
89
Frequency
Daily or
29 19 38 3
weekly 25 8 7 8 2
28%
Monthly
28% 37% 21% 67%
or quarterly 10 3 2 5 0
11%
Annually or
10% 11% 13% 0%
never 19 9 3 7 0
21%
Interpreters’
31% 16% 18% 0%
responsibility35 9 7 18 1
39% 31% 37% 47% 33%
There is little correlation between the budget allocated for the provision of costumes 
the number of staff employed to maintain them (table 13 - below).
Table 13: Number of maintenance staff and investment in costume budget 
Investment in costume budget
All sites High Medium Low No response
54
No of staff
Three or
20 12 20 2
more 5 3 0 2 0
9%
One or
15% -% 10% -%
two 31 8 9 13 1
57% 40% 75% 65% 50%
None 18 9 3 5 1
33% 45% 25%
464
25% 50%
The largest proportion of sites categorised as high investors in costume provided no 
maintenance staff to look after them (45 per cent). This analysis is based on 54 sites. The 
other 35 sites expect the interpreters to maintain their own costumes.
Additional comments by respondents on the reverse of the questionnaires revealed that 
many sites are conscious that their costume management requires improvement; there 
were nine which specifically mentioned this as an addendum to their questionnaire. Two 
sites are planning to introduce training in costume matters (site 1 and site 9). Some 
comments were about the personnel available for costume making and repairs: that 
interpreters make and/or maintain costumes as part of their working week was noted by 
two sites (site 13 and site 159); one mentioned that the site hires a costumier on contract; 
one has only a volunteer seamstress; and four sites noted that this work is undertaken by 
site staff as a part of their wider responsibilities (site 23, site 40, site 54, and site 159).
One respondent was concerned by the hygiene implications of staff sharing costumes 
(site 158); at another, the team of interpreters has insufficient garments to regularly 
change their clothes (site 80). Two sites mentioned the difficulties of wearing costume in 
extreme weather (site 100 and site 159). Three sites explained that staff are encouraged 
to buy spectacles which will pass for period items but that they do not insist on this owing 
to the expense (site 47, site 21 and site 100). One site issues protective shoes to staff for 
health and safety reasons (site 159). That the use, appropriateness and care of personal 
property (for example, fans, watches and jewellery) is a contentious issue was 
mentioned by one site (site 80). Although each of these matters is mentioned by few of 
the respondents, they are indicative of the difficulties encountered at most sites where 
costumed interpreters are employed.
Many of the correlations between variables in the costume management survey 
discussed above suggest that this survey has confused rather than clarified the issue of 
resources invested in costume. The significant findings show what seem to be irrational 
links between factors measured by the questionnaire. However, the costume 
management score is a variable in the visitor survey and therefore produces yet more 
counterintuitive findings in the analysis of the visitor survey (see below). Possible 
reasons for these curious results are suggested in some detail in the discussion of 
findings (chapter 12), where all of them are considered together.
The data from the costume management survey makes it possible to construct the profile 
of a typical costume management regime:
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Curatorial involvement in costume management is medium (it is indirect or 
advisory). There is medium costume accuracy (three to five modern items 
are worn by costumed interpreters). Training in costume matters such as 
posture, deportment, dressing, storage and care of garments takes place 
annually or never. Evaluation of the interpreters in their costumes takes 
place daily or weekly. The interpreters are expected to care for parts of 
their costume but daily or weekly maintenance is provided for other parts of 
it. There are one or two staff employed to look after the costumes. The 
majority of interpreters at the site are positive about wearing costume.
3) Findings from visitor survey
A detailed profile of each of the 12 sites at which the survey was administered shows the 
similarities and differences between sites in terms of the variables in the study (appendix 
XVI). The characteristics of the sites permit comparisons between them and the 
differences in visitor responses.
The researchers who administered the questionnaires approached each visitor who 
passed a point near the exit of each site. The researchers alternated between asking the 
first man or woman who passed this point. If s/he refused, the next person was asked. 
There was a place for people to sit down nearby at each site; a pencil and clipboard was 
provided. If visitors requested help in understanding the instructions, this was offered.
The researchers checked each questionnaire immediately after it was returned. If it was 
incomplete or illegible, it was rejected and another visitor approached until the quota of 
50 usable questionnaires was reached.
At one site, a number of unforeseen circumstances (including a death and freak weather) 
conspired to make the survey impossible on the days for which it was scheduled. Staff 
and volunteers at the site were trained to administer the questionnaire, which yielded 39 
usable questionnaires in the time available.
Observation of visitors while they completed questionnaires confirmed that it was difficult 
for them deliberately to answer the questions in a routinely positive or negative way. The 
paired comparisons made visitors very uneasy about what they had revealed and they 
often remarked that they were worried they had been inconsistent in their answers. Most
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respondents were happy to complete the questionnaire but for a few the repetition of the 
five statements wore their patience thin. Many visitors needed reassurance that they 
were not answering the same questions repeatedly.
A total of 778 questionnaires were completed at the 12 sites from February to August 
2001. Of these, there were 589 were usable. Data from these questionnaires provided a 
profile of the visitors' priorities for a visit, a quality rating for their visit, a series of choices 
as to which statement in a series of paired comparisons most closely indicated the 
costumed interpreters’ contribution to the visitors’ experiences, a quality rating for the 
costumed interpreters, an indication of whether costumed interpreters had attracted them 
to the site, and a profile of the visitors themselves.
There were 189 unusable questions collected. Most were incomplete because visitors 
lost interest before they reached the end or misunderstood the instructions. The first 
question which required visitors to rank aspects of their visits was the one which caused 
most problems.
The results from the survey are reported in three sections (see below). The first section 
sets out a profile of the respondents (in terms of sex, age, education, social group and 
frequency of visiting) and their priorities when visiting historic sites. It also reports their 
descriptions of the visit overall (good/poor) and what they believe the costumed 
interpreters contributed to it. This is followed by an analysis of the extent to which the 
costumed interpreters’ contributions match visitors’ priorities over the whole survey and a 
report into the visitors’ descriptions of the costumed interpreters (good/poor). It also 
reports on the success of costumed interpreters in bringing visitors to the historic sites. 
The second section summarises the visitors’ perceptions of the costumed interpreters’ 
contributions for each category of investment (overall, training, pay, costume budget, and 
costume management). Each of these categories is further investigated in terms of the 
visitors’ demographic characteristics, whether they were attracted to the site by the 
presence of the costumed interpreters, and their visiting habits. The investment profiles 
and the perceived contributions of the costumed interpreters are analysed according to 
visitors’ priorities in order to highlight under what conditions the costumed interpreters 
are meeting the visitors’ requirements. In addition, visitors’ psychographic profiles, the 
locations of the sites, and the use of first and third-person interpretation are also 
investigated for their effects on the perceived contributions of costumed interpreters. The 
third and final section summarises all the findings.
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I] Initial results
There were 316 female respondents (54 per cent) and 273 male respondents (46 per 
cent). The largest group in terms of age was the 41 per cent who were between 21 and 
40 years old, followed by the 41 to 60-year-olds (34 per cent). The other two groups were 
61 and over (15 per cent) or under 21 (11 per cent). This is in line with the observations 
of heritage visitors made in chapter two, although the largest proportion is usually visitors 
between 45 and 65 years of age. Teenagers, young adults and the over-65s are usually 
the least well represented (Merriman, 1991, 43) although together they account for a 
quarter of the market (Davies, 1994, 53). While about one third of museum visitors are 
drawn from the 35 to 54 age group, no one group is dominant (Davies, 1994, 53). The 
main divergence from the usual profile of visitors to heritage sites is that males are 
usually in slightly greater proportions than females, though this varies with the subject of 
the museum (Merriman, 1991, 43). In this survey, there were more women than men.
There were 40 per cent of respondents who finished their education at high or secondary 
school; 34 per cent had a college or university degree; 25 per cent were qualified at 
postgraduate level; and one per cent did not provide information about their educational 
background. This too sits well with the traditional heritage market. The majority tend to be 
educated beyond minimum school-leaving age (Merriman, 1991, 43; MacDonald and 
Alsford, 1989, 41; Prentice, 1989, 17-18). Studies in Sweden and Canada have 
suggested that education is the dominant variable in determining who visits museums; 
the higher the level of education, the more likely a person is to visit (Arnell, Hammer and 
Nylof, 1976; Dixon, Courtney and Bailey, 1974; Hooper-Greenhill, 1988, 218). Most 
visitors came in family groups (50 per cent), while the next largest proportion was those 
who visited with friends and/or their partner (38 per cent); ten per cent came with an 
organised group; and just two per cent visited alone. Families do not dominate but form a 
substantial part of the visitorship to heritage sites (Prentice, 1989, 57-58; Prentice, Guerin 
and McGugan, 1998, 18). Most visitors in this survey (71 per cent) make occasional visits 
to historic sites (one to four visits a year); 21 per cent rarely visit (making less than one 
visit a year); and just nine per cent described themselves as regular visitors (visiting once 
a month or more).
The first question required visitors to rank five aspects of their visit in terms of their 
relative importance in providing a satisfying experience. Responses to this question were 
used to categorise visitors according to psychographic profiles. Using the aspect of their
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visit ranked as most important, the 589 visitors fell into the following categories:
43 per cent were factfinders, who prioritised learning (253 visitors)
25 per cent were funlovers, who prioritised having fun (146 visitors)
23 per cent were pastsearchers, who prioritised a sense of the past (133)
6 per cent were pennypinchers, who prioritised value for money (34 visitors)
4 per cent were helpseekers, who prioritised the helpfulness of staff (23 visitors)
The results for the psychographic profiles shown above do not reveal the complexity of 
the visitors' choices. They show simply the outright priority. Using Elliot and Christopher's 
model (1973, 117-119), which is described in detail in the methodology for the second 
stage study (chapter 10), a rank order matrix provides a much more sophisticated picture 
of the visitors' priorities (figure 71 - page 470). The scale so produced shows that visitors 
regard learning as their highest priority and value for money as their lowest priority (chart 
34 - below). The scale also reveals that a sense of the past is the second priority, fun is 
the third priority and helpfulness of staff is the fourth priority. The usefulness of this scale 
is that it shows the intervals between the priorities, revealing visitors' relative priorities.
Chart 34: Visitors' priorities during historic site visits
Relative priority
1.2
1
0.8 
0.6 i 
0.4 J 
0.2 4
0 4
Learn Past Fun Help
Contributions to visitor's experience
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Figure 71 Analysis of visitors' priorities at all sites
to produce an Interval scale
N= : 589 n = 5
P rio rity  m atrix showing nos of respondents placing visit aspects 1st, 2nd etc
rank FUN LEARN HELP PAST £
1 s t 146 253 23 134 35
2nd 94 191 95 160 46
3 rd 114 82 : 165 1 44 80
4 th 134 39 194 97 117
I 5 th 98 2 0 108 50 306
Rank value matrix ! multiply rank value by nos of respondents
FUN i LEARN ! HELP PAST : £
1 146 253 23 134 35
2 188 382 190 320 : 92
3 342 246 ; 495 432 : 240
4 536 : 156 1 776 388 468
5 490 : 100 540 250 ^ 1530
S 1702 1137 2024 1524 : 2365
E-0.5N 1407.5 842.5 1729.5 1229.5 2070.5
Divide by N X n (ie 589 x 5 = ,2,945) for:
..........P......... . 0.478 0.286 0.587 0.417 0.703
Read "p" in normal distribution tables (appendix XVII) for:
z -0.06 -0.56 : 0.22 -0.21 0.53
Recalculate for positive scale:
0.59 1.10 0.31 0.74 0.00
Low 1 1 Hioh
£ (0.00) Help (0.31) Fun (0.59) Past (0.74) Learn (1.1)
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Significantly more factfinders were men than women and correspondingly, significantly 
fewer women were in this psychographic category (table 14 - below). Significantly more 
women were pastsearchers and significantly fewer men were in this category.
Table 14: Psychographic profiles and sex of visitors 
Profiles
Funlovers Factfinders Helpseekers Pastsearchers Pennypinchers
Sex
Men (273) 66 130+ 10 50" 17
Women (316) 80 123" 13 83+ 17
Chi-square 4.17 4.85
df 1 1
Probability 0.0411 0.0276
+indicates a significantly higher finding (at 95 per cent confidence) 
■indicates a significantly lower finding (at 95 per cent confidence)
Significantly more of the funlovers were under 21 years of age compared with the other 
age groups; significantly fewer were between 41 and 60 years of age or 61 and over 
(see appendix XIX for table 14A). Significantly fewer of the factfinders were under 21 
years of age; significantly more of them were aged 61 and over compared to other age 
groups. Significantly more pastsearchers were between 41 and 60 years of age. 
Significantly more funlovers finished their education at high school and significantly 
fewer of them were factfinders (see appendix XIX for table 14B). Significantly fewer 
pennypinchers were with friends and significantly more were visiting with their families 
(see appendix XIX for table 14C). Significantly fewer helpseekers were with their families 
or an organised group compared to other social groups. Significantly fewer 
pennypinchers rarely visit historic sites (see appendix XIX for table 14D). There were 
significantly more pastsearchers at Canadian sites compared to other countries and 
there were significantly more funlovers and pennypinchers and significantly fewer 
pastsearchers at Swedish sites (see appendix XIX for table 14E). Certain categories of 
sites attracted visitors with particular psychographic profiles; these findings are reported 
below where each investment profile is considered in detail (see appendix XIX for tables 
14F to14K).
Most visitors (62 per cent) described their visit to the historic site as very good (chart 35 - 
below). There were 31 per cent who said their visit was good and 5 per cent who were 
undecided. Just under 2 per cent said their visit was poor and a further half of one per 
cent said the visit was very poor or gave no response.
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Chart 35: Description of visit
Visitors
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" ' l '
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0
Very good Good Neither Poor Very poor N/R
Description of visit
The next section of the questionnaire explored visitors’ responses to the costumed 
interpreters. Responses to a set of ten paired comparisons demonstrated what visitors 
thought the costumed interpreters had contributed to their experiences. A simple result 
was obtained by counting the number of visitors who chose one contribution four times 
(ie every time it appeared in a pair of statements). It is not possible for a visitor to choose 
one item more than four times. Using this method, visitors who did not choose a 
contribution four times identified no clear contribution. A straightforward analysis of the 
responses to the paired comparisons showed that visitors felt the costumed interpreters 
contributed a sense of the past above all:
A sense of the past
No clear contribution
Learning
Helpfulness
Fun
Value for money
31 per cent (183 visitors) 
26 per cent (153 visitors) 
25 per cent (147 visitors) 
11 per cent (67 visitors)
5 per cent (28 visitors)
2 per cent (11 visitors)
472
A considerable proportion of visitors identified no clear contribution; they demonstrated a 
lack of transitivity (153 respondents). It is important to note that visitors who identified no 
clear contribution by the costumed interpreters did not answer a question which provided 
a statement to this effect. Each visitor chose from the paired statements what s/he 
believed was the most appropriate description of the costumed interpreters. Visitors were 
not explicitly indicating they were confused; they demonstrated their lack of clarity 
through their inconsistent choices.
Using the method described above (chapter 10), it is possible to resolve the issue of 
intransitivity using the raw data from the paired comparisons to produce an interval scale 
(Elliot and Christopher, 1973, 115-117).
Learning 478 versus Value for money 108
Learning 451 versus Fun 133
Learning 419 versus Helpfulness 170
Learning 279 versus Sense of the past 309
Sense of the past 535 versus Value for money 54
Sense of the past 463 versus Fun 122
Sense of the past 348 versus Helpfulness 239
Helpfulness 437 versus Value for money 150
Helpfulness 389 versus Fun 199
Fun 364 versus Value for money 223
The scale (which takes all responses into account including intransitive choices) reveals 
that most visitors felt a sense of the past was the contribution gained from contact with the 
costumed interpreters (figure 72 - page 474). Learning came next (chart 36 - page 475), 
while helpfulness and fun came much further behind. Value for money was the 
contribution identified least often by visitors, occupying point zero on this scale. Kendall’s 
coefficient of agreement was calculated to ensure that this scale did not occur by chance 
(Edwards, 1957, 76-78).
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Figure 72: Analysis of paired comparisons at all sites
to produce an Interval scale
N = 589 n = 5
Preference m atrix showing no of respondents preferring column over row
FUN LEARN HELP PAST £
FUN : 294.5 451 389 463 223
LEARN 133 294.5 1 70 309 108
HELP : 199 419 294.5 348 150
PAST 122 279 239 294.5 54
£ 364 478 : 437 535 : 294.5
Proportion m atrix divide by no of respondents throughout (ie 589)
: FUN LEARN HELP PAST £
FUN 0.5 0.766 0.660 0.786 1 0.379
LEARN 0.226 0.5 0.289 0.525 ■ 0.183
HELP : 0.338 0.711 0.5 0.591 0.255
PAST 1 0.207 0.474 0.406 0.5 0.092
£ 0.618 0.812 0.742 0.908 0.5
Read in normal distribution tables (appendix XVII) for:
Iz matrix ; FUN LEARN HELP ! PAST £
FUN 0 0.726 0.412 : 0.793 -0.308
LEARN -0.752 0 -0.556 0.063 -0.904
HELP 1-0.418 0.556 0 0.23 -0.659
PAST -0.817 -0.065 -0.238 0 -1.329
£ 0.3 0.885 0.65 : 1.329 0
S i -1.69 2.10 0.27 1 2.42 -3.20
Divide by n (5):i -0.34 0.42 0.05 0.48 -0.64
Recalculate for lowest value at zero:
0.30 1.06 0.69 1.12 0.00
Low
E (0.00) .EyjiÆiSlj Help (0.69)
High
Learn (1.06): Past (1.12)
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Chart 36: Contributions of costumed interpreters
Relative
importance
1.2
1
0.8 
0.6  ^
0.4 
0.2  ^
0
Past Learn Help Fun
Costumed interpreters' contributions to visitor's experience
The chart clearly shows how close learning and a sense of the past are to each other as 
indicators of what visitors believe they gain from contact with costumed interpreters. Fun 
is much further down the list.
A comparison of visitors' priorities (chart 34 - page 469) and the contributions of 
costumed interpreters (chart 36 - above) suggests there may be a mismatch between 
what visitors want from historic sites and what they gain from costumed interpreters: 
learning is what they want most and a sense of the past is what they gain most. Having 
fun is more of a priority for visitors than helpfulness, yet they gain the latter more than the 
former. Value for money, however, is not a priority for visitors and costumed interpreters 
are not identified as offering this.
Gap analysis has attempted to identify weaknesses in service provision in other tourism 
industry sectors (Johns and Tyas, 1996, 488; Knutson et al, 1991; Stevens et al, 1995). 
The data which demonstrate the visitors' priorities may be used to construct a profile of 
the visit which would best suit their requirements. This may be compared with a profile 
constructed from the visitors' perceptions of what the costumed interpreters contributed to 
their visit. This indicates where costumed interpreters are falling short of visitors' 
requirements, where they are meeting them, and where they are providing a surplus.
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The survey as a whole shows that visitors’ perceptions of the costumed interpreters’ 
contributions to the visitor experience are not far from their priorities (chart 37 - below). 
Costumed interpreters contribute more helpfulness, less fun, much more of a sense of 
the past and a little less educational benefit than visitors require.
Chart 37; Comparison of visitors’ priorities at all sites (589) with costumed interpreters’
contributions at all sites (589)
d  Contributions of costumed interpreters H  Visitors' priorities
R
e 1 -
‘ 0.9- 
a _
^  0.8 -
i 0.7-
V
® 0.5 -
V 0.4 - 
^ 0.3-
u " 
e 0.1 -
0 . 6 -
£ Help Fun Past Learning
All sites
The last question in this section of the questionnaire asked the visitors to describe the 
quality of the site’s costumed interpreters on a scale from very good to very poor. All 
respondents answered this question (chart 38 - below). The majority of visitors described 
the costumed interpreters as very good (54 per cent); there were 32 per cent who thought 
they were good. A further 13 per cent felt they were neither good nor bad. One per cent 
considered them poor.
Responses to the second section of the questionnaire shed some light on site managers’ 
assumptions that the presence of costumed interpreters attracts visitors (chart 39 - page 
477). There were 44 per cent of visitors who did not know there were costumed 
interpreters at the site before their visit.
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350
300
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200
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Chart 38: Description of costumed interpreters
Very good Good Neither Poor
Description of costumed interpreters
Very poor
The presence of costumed interpreters was not important in the decision to visit the site 
for 32 per cent of visitors. Another 24 per cent said the costumed interpreters were an 
attraction. Fewer than half of one per cent of visitors failed to answer this question.
Chart 39: Role of costumed interpreters in attracting visitors to site
Visitors
300 
250 
200 
150 
100 
50 -j 
0 [
Did not know Were not Were
Role of costumed interpreters in attracting visitors to site
N/R
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There was no significant difference between men and women in terms of their 
predisposition to the costumed interpreters (table 15 - below). There were significantly 
more visitors aged 41 to 60 years who were attracted to the site because of the costumed 
interpreters and significantly fewer visitors aged 61 and over in this group (see appendix 
XIX for table 15A). Significantly fewer under-21s said the costumed interpreters were not 
an attraction and significantly fewer visitors aged between 41 and 60 did not know about 
the costumed interpreters in advance.
Table 15: Visitors’ sex and predisposition to costumed interpreters
Predisposition
Were Were not Didn’t know N/R
Sex
Men (273) 60 94 119 0
Women (316) 81 92 142 1
There were no significant findings regarding the visitors’ social groups (see appendix 
XIX for table 15B), their education (see appendix XIX for table 15C). Significantly more 
visitors who visit occasionally did not know about the costumed interpreters in advance 
and significantly fewer of the rare visitors did not know (see appendix XIX for table 15D). 
Significantly more visitors at the Canadian sites thought the costumed interpreters were 
an attraction and significantly fewer of them did not know about them in advance (see 
appendix XIX for table 15E). In the United Kingdom, the opposite was true: significantly 
more visitors reported being unaware of the costumed interpreters’ presence. There 
were no significant differences between visitors who were attracted by the costumed 
interpreters, those who were not and those did not know about them in advance in terms 
of their psychographic profiles (see appendix XIX for table 15F).
One of the most revealing findings was that significantly more visitors reported the 
costumed interpreters were an attraction at sites using first-person interpretation only; the 
corollary was that fewer visitors reported they did not know about them in advance at the 
same sites. The opposite was true at sites which use both first and third-person 
interpretation: significantly fewer visitors reported the costumed interpreters were an 
attraction and more did not know about them in advance (see appendix XIX for table 
15G).
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Il] Correlations between results
Although a great many combinations of factors could be analysed, the focus of this study 
was determined by the findings from the initial survey. Site managers identified 
educational benefit for visitors as the primary and entertainment value as the secondary 
reason for employing costumed interpreters. Qualitative research indicated that visitors 
thought the costumed interpreters’ primary contribution was providing a sense of the 
past.
It was therefore necessary to identify those patterns in the data which showed at which 
sites visitors were when they identified learning, fun and a sense of the past as the 
benefits gained from contact with costumed interpreters. There were 147 visitors who 
believed costumed interpreters contributed learning above all other contributions (fun, 
helpfulness, a sense of the past and value for money). There were 28 visitors who 
believed costumed interpreters contributed fun above all; and there were another 183 
who thought they contributed a sense of the past. The following charts show the 
variables which seem to influence visitors to identify these three contributions to the 
visitor experience made by costumed interpreters.
i) Overall investment in costumed interpreters
The overall investment profile for each site was constructed with reference to investment 
in training, pay and costume budget. Other variables included costume management and 
style of interaction. These are discussed later in the chapter. As far as overall investment 
is concerned (table 16 - below), the significant finding is that more of the visitors 
identifying learning as the main contribution of the costumed interpreters were at the four 
sites which make a high overall investment in them compared with medium and low 
overall investment sites (and there is 99 per cent confidence that this result did not occur 
by chance).
Of the 147 visitors who identified learning as the overall contribution of the costumed 
interpreters, significantly fewer were at the four low overall investment sites than were at 
the sites with high or medium overall investment profiles. Overall investment in costumed 
interpreters had no significant effect on fun as costumed interpreters’ main contribution to 
the visitor experience.
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There were significantly fewer of the 183 visitors who identified a sense of the past as the 
main contribution of the costumed interpreters at the high overall investment sites than at 
the sites with medium or low overall investment profiles.
Table 16:
Overall investment in costumed interpreters & their contribution to the visitor experience 
Contributions
Fun Learning Helpfulness A sense Value for No clear
Overall of the past money contribution
investment
Total 28 147 67 183 11 153
High (200) 1 63++ 27 49' 1 59
Med (189) 12 47 17 64 2 47
Low (200) 15 37- 23 70 8 47
Chi-square 9.02 6.16
df 2 2
Probability 0.011 0.0459
++indicates a significantly higher finding (at 99 per cent confidence) 
"indicates a significantly lower finding (at 99 per cent confidence) 
•indicates a significantly lower finding (at 95 per cent confidence)
Since this correlation yielded significant findings, the large number of respondents who 
identified no clear contribution (153 visitors) merited further investigation. Matrices were 
constructed for the high, medium and low overall investment sites (figure 73, figure 74 & 
figure 75 - pages 481 to 483) to include all the intransitive respondents.
The interval scales so produced (chart 40 - page 484) show that it is at high overall 
investment sites that learning outstrips a sense of the past in visitors’ opinions of the 
contribution made by costumed interpreters to their experience.
480
Figure 73: Anaiysis of paired comparisons at high overaii
investment sites to produce an intervai scaie
N = 200 n = 5
Preference m atrix : showing no of respondents preferring column over row
FUN LEARN : HELP PAST £
FUN 100 164 142 158 76
LEARN 36 : 100 65 87 29
1 HELP 57 135 100 105 45
PAST 40 112 94 100 20
£ 123 170 : 154 180 100
Proportion m atrix i divide by no of respondents throughout (ie 200)
FUN : LEARN : HELP PAST £
FUN 0.5 0.820 0.710 0.790 0.380
LEARN : 0.180 0.5 0.325 0.435 0.145
HELP 0.285 : 0.675 : 0.5 0.525 0.225
PAST 0.200 0.560 0.470 0.5 0.100
£ 0.615 0.850 0.770 0.900 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN HELP : PAST 1 £
Î FUN : 0 0.915 0.553 0.806 i -0.305
LEARN -■0.915 0 -0.454 -0.164 -1.058
HELP ■ 0.568 0.454 0 0.063 -0.755
PAST ; ■ 0.842 0.151 -0.075 0 -1.282
£ 0.292 1.036 0.739 : 1.282 : 0
r  E : -2.03 2.56 0.76 1.99 -3.40
Divide by n (5):i -0.41 0.51 0.15 : 0.40 ^ -0.68
Recalculate for lowest value at zero:
1 0.27 1.19 0.83 1.08 0.00
481
Figure 74: Anaiysis of paired comparisons at medium
overaii investment sites to produce an intervai scaie
N = 189 n = 5
Preference m atrix : showing no of respondents preferring column over row
FUN ; LEARN : HELP PAST £
FUN 94.5 1 146 131 154 72
LEARN 42 ! 94.5 : 41 108 38
HELP : 58 : 148 : 94.5 117 46
■ ■ ■ : 
PAST 34 81 72 94.5 1 3
£ 117 : 150 : 142 176 94.5
Proportion m atrix : divide by no of respondents throughout (ie 189)
FUN LEARN HELP PAST £
FUN 0.5 0.772 : 0.693 0.815 0.381
LEARN : 0.222 : 0.5 0.217 0.571 0.201
HELP : 0.307 0.783 0.5 0.619 0.243
PAST 0.180 0.429 0.381 0.5 0.069
£ 0.619 \ 0.794 0.751 0.931 0.5
Read in normal distribution tables (appendix XVII) for:
z matrix FUN LEARN HELP PAST £
FUN 0 0.745 0.504 0.896 -0.303
LEARN ■ 0.765 0 -0.782 0.179 -0.842
HELP : ■ 0.504 0.782 0 0.303 -0.697
PAST ■ 0.915 -0.179 -0.303 0 -1.483
£ 0.303 0.82 0.678 : 1.483 I 0
E  : -1.88 2.17 0.10 : 2.86 -3.33
Divide by n (5):i -0.38 0.43 0.02 : 0.57 -0.665
Recalculate for lowest value at zero:
0.29 1.10 0.68 1.24 0.00
!
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Figure 75: Anaiysis of paired comparisons at low overall
investment sites to produce an intervai scaie
N = 200 n = 5
Preference m atrix : showing no of respondents preferring column over row
: FUN LEARN HELP PAST £
FUN 100 141 116 151 : 75
LEARN ; 55 100 64 114 : 41
HELP 84 136 100 126 ; 59
PAST 48 86 : 73 100 21
£ 124 158 : 141 179 100
Proportion m atrix : divide by no of respondents throughout (ie 200)
FUN LEARN i HELP PAST £
FUN 0.5 0.705 0.580 0.755 0.375
LEARN 0.275 0.5 0.320 0.570 0.205
HELP 0.420 0.680 0.5 0.630 0.295
PAST 0.240 0.430 0.365 0.5 0.105
£ 0.620 0.790 0.705 0.895 \ 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN HELP PAST £:
FUN 0 0.539 0.202 0.69 -0.319
LEARN : -0.598 0 -0.468 0.176 -0.824
HELP -0.202 0.468 0 0.332 -0.539
PAST ■-0.706 -0.176 -0.345 0 -1.254
£ 0.305 0.806 0.539 1.254 0
E : -1.20 1.64 -0.07 2.45 : -2.94
Divide by n (5):i -0.24 0.33 -0.01 0.49 -0.59
Recalculate for lowest value at zero:
0.35 0.92 0.58 1.08 0.00
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Chart 40:
Overall investment in costumed interpreters & their contribution to the visitor experience
Relative importance 
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Contributions of costumed interpreters 
■ Learning ■ Fun « A sense of the past
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High Medium
Overall investment in costumed interpreters
Low
Since data for the costumed interpreters’ contributions to the visitor experience in terms 
of learning and a sense of the past yielded significant results, they were investigated with 
regard to different categories of respondents: sex, age, education, predisposition to 
costumed interpreters, visitors’ social groups and visit frequency. Significantly more 
women who were at high overall investment sites reported that costumed interpreters 
contributed learning (see appendix XIX for table 16B) compared with medium and low 
overall investments sites. There were no significant findings with regard to male visitors 
at high, medium or low overall investment sites (see appendix XIX for table 16A).
Significantly more visitors aged between 21 and 40 years who were at high overall 
investment sites reported that the costumed interpreters contributed learning, and 
significantly fewer did so at low overall investment sites (see appendix XIX for table 16D) 
compared with the other overall investment categories. There were no significant 
findings for visitors who were under 21 years of age, between 41 and 60 years or 61 
years and over at high, medium or low overall investment sites (see appendix XIX for 
table 16C, table 16E and table 16F).
Significantly more visitors with a postgraduate qualification who were at high overall 
investment sites reported the costumed interpreters contributed learning, and
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significantly fewer of them who were at low overall investment sites reported this (see 
appendix XIX for table 161) compared with the other overall investment categories. There 
were no significant findings for visitors who finished their education at high school or 
studied for a degree who were at high, medium or low overall investment sites (see 
appendix XIX for table 16G and table 16H).
Significantly more visitors for whom the costumed interpreters were an attraction who 
were at the high overall investment sites reported learning as their contribution (see 
appendix XIX for table 16J) compared to the other overall investment categories. 
Significantly more visitors who were attracted by the presence of costumed interpreters 
and who were at medium overall investment sites reported a sense of the past as the 
contribution they made, while significantly fewer of them who were at high overall 
investment sites reported this compared to the other overall investment categories. 
Significantly fewer visitors for whom the costumed interpreters were not an attraction, 
who were at high overall investment sites, reported a sense of the past as the costumed 
interpreters’ contribution (see appendix XIX for table 16K) compared with the other 
overall investment categories. There were significantly fewer visitors who did not know 
there were costumed interpreters at the site before their visit who were at low overall 
investment sites who reported learning as the costumed interpreters’ contribution (see 
appendix XIX for table 16L) compared to the other overall investment categories.
There were significantly more visitors with their families at high overall investment sites 
who reported learning as the contribution of the costumed interpreters and significantly 
fewer of the same category at low overall investment sites who did so (see appendix XIX 
for table 160) compared with other overall investment categories. Significantly more 
visitors with their families at medium overall investment sites reported a sense of the past 
as the contribution of costumed interpreters, while significantly fewer reported 
helpfulness compared with other overall investment categories. There were no 
significant findings for visitors who were alone, with friends and/or their partner, or with 
an organised group at high, medium or low overall investment sites (see appendix XIX 
for table 16M, table 16N and table 16P).
Significantly more occasional visitors (one to four visits a year) who were at high overall 
investment sites reported learning as the contribution of costumed interpreters, while 
significantly fewer of the same group at low overall investment sites said this (see 
appendix XIX for table 16R) compared to the other overall investment categories. There
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were no significant findings for regular visitors to historic sites (those who visit once a 
month or more) at high, medium or low overall investment sites (see appendix XIX for 
table 16Q). Significantly fewer occasional visitors at high overall investment sites 
reported that the costumed interpreters contributed a sense of the past compared with 
the other overall investment categories. There were no significant findings for visitors 
who make fewer than trip one a year to historic sites (see appendix XIX for table 168).
contributions at high overall investment sites (200)
CD Contributions of CIs I  Visitors' priorities overall CD Visitors' priorities at sites
0.9- 
0.8 -  
0.7- 
0.6 - 
0.5 - 
0.4- 
0.3- 
0.2 -
Help
Sites with high overall investment
Fun Past Learning
At high overall investment sites (chart 41 - above), the costumed interpreters exceed 
visitors’ priorities in terms of helpfulness, provide less fun and a greater sense of the past 
than visitors require. Although they fall short in terms of learning for the 200 visitors at the 
four sites in this category they exceed learning requirements for visitors overall. This is 
not surprising as there were significantly more factfinders at these sites (see appendix 
XIX for table 14F).
Costumed interpreters at medium overall investment sites exceed visitors’ requirements 
for helpfulness but fall short in terms of fun. They just meet requirements for learning 
overall and exceed it for the visitors at the four sites in this category (chart 42 - below). 
They contribute much more of a sense of the past than visitors require. This provides the 
best fit of the three profiles.
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Chart 42: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
__________  contributions at medium overall investment sites (189)
d  Contributions of CIs H  Visitors' priorities overall d  Visitors' priorities at sites
0.9-
0 . 8 -
0.7-
0.6 -
0.5-
0.4-
0.3-
0 .2 -
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Help Fun Past
Sites with medium overall investment
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Chart 43: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
   contributions at low overall investment sites (200)
d Contributions of CIs H  Visitors' priorities overall d Visitors' priorities at sites
R 1 - 
® 0.9- 
0.8 -a
t 0.7-
V 0 .6 -
e 0.5- 
0.4-
V
a 0.3-
• 0.2 - 
u
e 0.1-
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£ Help Fun Past Learning
Sites with low overall investment
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Costumed interpreters at low overall investment sites offer an experience which is 
considerably different from that which visitors would like. They contribute much more 
helpfulness than visitors require, fall far short in terms of fun, contribute much more of a 
sense of the past but fall short in terms of learning (chart 43 - above). This shortfall in 
learning is more pronounced when visitors’ priorities overall are taken into account than 
when the visitors’ priorities at the four low overall investment sites are considered. 
Similarly, the shortfall in fun is more pronounced when visitors at the four low overall 
investment sites are considered. Not surprisingly, there were significantly more funlovers 
and fewer factfinders at low overall investment sites (see appendix XIX for table 14F).
The most important point to emerge from this analysis is that there appears to be a clear 
relationship between an overall investment in costumed interpretation by sites and the 
extent to which the visitors believe they learn compared to the other named contributions 
to their visits. This, in turn, is associated with some of the characteristics of the visitors - 
such as their age and education. The issues that lie behind these relationships are 
explored in the next chapter, which discusses the findings. This chapter continues with 
more detailed analysis of the effects of investment in different aspects of costumed 
interpretation on the visitors’ perceptions. Overall investment was based on training, pay 
and costume budget, each of which is analysed below. The second order variables 
(including costume management and the style of interaction used) were not included in 
the overall categorisation but are also discussed below.
ii) Investment in training costumed interpreters
These data (table 17 - below) show the findings relating to investment in training. The 
significant finding is that more of the visitors identifying learning as the main contribution 
of the costumed interpreters were at the two sites which make a high investment in 
training than were at sites with medium or low training investment. There were no 
significant findings with regard to fun as the main contribution by costumed interpreters. 
Significantly fewer of the visitors at medium training investment sites identified a sense of 
the past as the main contribution than did so at sites with high or low training investment 
profiles. Significantly more of the 67 visitors who identified the costumed interpreters’ 
contribution as helpfulness were at the low training investment sites and significantly 
fewer were at the high training investment sites. Of the 153 visitors who identified no 
clear contribution by the costumed interpreters, significantly fewer were at the high 
training investment sites compared to medium or low training investment sites. At the 
former, significantly more visitors identified no clear contribution.
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Table 17: Investment in training costumed interpreters and their contribution
to the visitor experience
Contributions
Fun Learning Helpfulness A sense Value for No clear
Training of the past money contribution
investment
Total 28 147 67 183 11 153
High (100) 6 36++ 4' 35 1 18-
Med (200) 16 45 21 49' 6 63+
Low (289) 6 66 42+ 99 4 72
Chi-square 7.85 8.41 6.12 6.65
df 2 2 2 2
Probability 0.0198 0.015 0.0468 0.0359
++indicates a significantly higher finding (at 99 per cent confidence) 
'indicates a significantly lower finding (at 95 per cent confidence) 
-""indicates a significantly higher finding (at 95 per cent confidence)
Chart 44:
Investment in training costumed interpreters & their contribution to the visitor experience
Relative importance 
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Further investigation (figure 76, figure 77 & figure 78 - pages 490 to 492) revealed that at 
the sites making a high investment in training, learning just outstrips a sense of the past 
as the contribution made by the costumed interpreters, whereas at medium and low
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Figure 76: Analysis of paired comparisons at high training
Investment sites to produce an intervai scaie
N = 100 n = 5
Preference m atrix showing no of respondents preferring coiumn over row
: FUN : LEARN HELP PAST £
FUN 5 0 78 52 77 : 20
LEARN 22 50 1 3 50 11
HELP : 48 : 87 50 79 38
PAST : 23 50 21 50 6
£ 80 89 62 94 50
Proportion m atrix : divide by no of respondents throughout (ie 100)
: FUN ; LEARN HELP PAST £
FUN 0.5 0.780 0.520 0.770 0.200
LEARN 0.220 0.5 0.130 0.500 0.110
HELP : 0.480 0.870 0.5 0.790 0.380
PAST 0.230 0.500 0.210  : 0.5 0.060
£ 0.800 : 0.890 0.620 0.940 : 0.5
Read in normal distribution tables (appendix XVII) for:
jz m atrix FUN LEARN HELP ! PAST : £
FUN 0 0.772 0.05 0.739 -0.842
LEARN ; ■0.772 0 -1.126 0 -1.227
j HELP : -0.05 1.126 0 0.806 -0.305
PAST ;•■0.739 0 -0.806 0 -1.5551
£ 0.842 1.227 0.305 : 1.555 0
... .... I ....... L -0.72 3.12 -1.58 3.10 -3.93
-0.14 0.62 -0.32 0.62 -0.786
Recalculate for lowest value at zero:: 0.64 1.411 : 0.47 1.406 0.00
J
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Figure 77: Analysis of paired comparisons at medium
N = : 200 n = 5
Preference m atrix : showing no of respondents preferring column over row
FUN ; LEARN HELP PAST £
FUN J 100 : 143 126 149 : 78
LEARN 55 100 ; 5 9 103 42
HELP 73 : 141 100 109 52
PAST 48 96 91 100 20
£ 122 157 : 147 180 100
P roportion m atrix ; divide by no of respondents throughout (ie 200)
FUN 1 LEARN : HELP PAST £
FUN 0.5 L 0.715 0.630 0.745 0.390
LEARN 0.275 0.5 ! 0.295 0.515 0.210
HELP 0.365 : 0.705 0.5 0.545 0.260
PAST 0.240 0.480 0.455 0.5 0.100
£ 0.610 : 0.785 0.735 0.900 0.5
Read in normal distribution tables (appendix XVII) for;
Iz m atrix FUN LEARN HELP 1 PAST £
FUN 0 0.568 0.332 0.659 -0.279
LEARN -0.598 0 -0.539 0.038 :-0.806
h elp -0.345 0.539 0 0.113 -0.643
PAST -0.706 -0.05 -0.113 0 -1.282
£ 0.279 0.789 0.628 1.282 0
E -1.37 1.85 0.31 1 2.09 -3.01
Divide by n (5): -0.27 0.37 0.06 : 0.42 1-0.602
Recalculate for lowest value at zero:
• 0.328 0.971 0.664 : 1.020 0.00
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Figure 78: Analysis of paired comparisons at low
training investment sites to produce an interval scale
N = 289 n = 5
Preference m atrix i showing no of respondents preferring column over row
FUN : LEARN : HELP PAST £
FUN 144.5 : 230 211 237 125
LEARN 56 144.5 98 156 55
HELP ; 78 ! 191 : 144.5 160 60
PAST 51 : 133 : 127 144.5 28
£ 162 232 228 261 144.5
Proportion m atrix divide by no of respondents throughout (ie 289)
: FUN : LEARN : HELP PAST £
FUN 0.5 0.796 : 0.730 0.820 0.433
LEARN 0.194 0.5 0.339 0.540 0.190
HELP : 0.270 0.661 : 0.5 0.554 0.208
PAST 0.176 0.460 0.439 0.5 0.097
£ 0.561 0.803 0.789 0.903 0.5 1
: - .; - -------1
Read in normal distribution tables (appendix XVII) for:
z m atrix : FUN LEARN HELP PAST £
FUN 0 0.827 0.613 0.915 -0.169
LEARN 1 •■0.863 0 -0.415 0.1 i -0.878
HELP J -■0.613 0.415 0 0.136 -0.813
PAST : ■ 0.931 -0.1 -0.154 0 -1.299
£ 0.154 0.852 0.803 1.299 0
I  : -2.25 1.99 0.85 2.45 1 -3.16
Divide by n (5):i -0.45 0.40 0.17 : 0.49 -0.632
Recalculate for lowest value at zero:
0.18 1.03 0.80 1.12 0.00
492
training investment sites, a sense of the past outstrips learning - more so at the latter 
(chart 44 - page 489). Fun also comes higher than helpfulness on the scale at high 
training investment sites. A high investment in training appears to bring the contributions 
of costumed interpreters into line with visitors' priorities (chart 34 - page 469).
Since data for the costumed interpreters' contributions to the visitor experience in terms 
of learning and a sense of the past yielded significant results, it was investigated with 
regard to different categories of respondents: sex, age, education, predisposition to 
costumed interpreters, visitors’ social groups and visit frequency. Significantly more men 
who were visiting high training investment sites reported learning as the contribution 
made by the costumed interpreters (see appendix XIX for table 17A) compared to the 
other training investment categories. Significantly fewer women who were at the medium 
training investment sites reported the costumed interpreters contributed a sense of the 
past (see appendix XIX for table 17B) compared with the other training investment 
categories. Significantly fewer women who were at high training investment sites 
reported helpfulness as the contribution of the costumed interpreters.
Significantly more visitors aged between 41 and 60 years who were at high training 
investment sites reported learning as the contribution of the costumed interpreters (see 
appendix XIX for table 17E) compared with the other training investment categories. 
There were no significant findings for visitors aged under 21, between 21 and 40 years 
or 61 years and over at high, medium or low training investment sites (see appendix XIX 
for table 17C and table 17D). Significantly more graduates who were at high training 
investment sites reported learning as the contribution of the costumed interpreters (see 
appendix XIX for table 17H) compared to the other training investment sites. There were 
significantly fewer graduates at medium training investment sites who reported a sense 
of the past as the contribution of the costumed interpreters. There were no significant 
results for visitors who attended high school or postgraduates who were at high, medium 
or low training investment sites (see appendix XIX for table 17G and table 171).
Significantly more visitors for whom the costumed interpreters were an attraction who 
were at high investment sites reported learning as their contribution (see appendix XIX 
for table 17J) compared to the other training investment categories. Significantly more of 
these visitors who were at low training investment sites reported a sense of the past as 
the contribution of costumed interpreters. Significantly fewer of these visitors who were at 
medium training investment sites reported a sense of the past as the costumed
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interpreters’ contribution. There were no significant findings for visitors who said the 
costumed interpreters were not an attraction or who did not know about them in advance 
who were at high, medium or low training investment sites (see appendix XIX for table 
17K and table 17L).
Significantly more visitors who were with friends and/or their partners who were at high 
training investment sites reported learning as the contribution made by the costumed 
interpreters and significantly fewer of them were at low .training investment sites (see 
appendix XIX for table 17N) compared to the other training investment categories. There 
were no significant findings for visitors who came to the historic sites alone, with their 
families or an organised group who were at high, medium or low training investment 
sites (see appendix XIX for table 17M, table 170 and table 17P). Significantly more 
occasional visitors (one to four visits a year) who were at high training investment sites 
reported learning as the costumed interpreters’ contribution (see appendix XIX for table 
17R) compared to the other training investment categories. There were no significant 
findings for regular (once a month or more) or rare (less than once a year) visitors who 
were at high, medium or low training investment sites (see appendix XIX for table 17Q 
and table 178).
Chart 45: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
  contributions at high training investment sites (100) __________
n  Contributions of CIs Visitors' priorities overall CD Visitors' priorities at sites
R
e
t
j 0.9-
V 0 .8  -
e 0 .7 -  
0.6 -
V 0.5- 
a 0.4- 
• 0.3- 
"  0.2 - 
®  0.1 -
0-1
£ Help Fun Past Learning
Sites with high investment in training
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Costumed interpreters at high training investment sites provide more of all five 
contributions than visitors require when compared with visitors’ priorities overall (chart 45 
- above). However, when the priorities of the visitors at the four sites with a high training 
investment are considered, the costumed interpreters fail to contribute sufficient fun. In 
both cases, they provide more value for money, more helpfulness, considerably more of 
a sense of the past and much more educational benefit than visitors require.
There is a considerable mismatch between what visitors want and what they receive from 
costumed interpreters at medium training investment sites. Costumed interpreters 
contribute much more helpfulness than is required, fall short in terms of fun, contribute a 
much greater sense of the past and fall short in terms of learning (chart 46 - below). The 
shortfall in learning is less pronounced for visitors at the four sites which make a medium 
investment in training than it is for visitors’ priorities overall.
Chart 46: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
contributions at medium training investment sites (200)_______
n  Contributions of CIs Visitors' priorities overall [ ]  Visitors' priorities at sites
R 1 - 
® 0.9- 
0.8 -a
t 0.7-
V 0*6 "
e 0.5- 
0.4-
V
a 0.3 -
* 0.2 -u
e 0.1- 
0 -
£ Help Fun Past Learning
Medium investment in training
There is an exaggerated mismatch between visitors’ priorities and what costumed 
interpreters contribute to the visitor experience at low training investment sites. They 
provide far more helpfulness than visitors require, fall far short of the fun visitors would 
like, exceed their requirements in terms of a sense of the past and fail to provide the 
learning visitors want (chart 47 - below).
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Chart 47: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
contributions at low training investment sites (289)
n  Contributions of CIs Visitors' priorities overall [ ]  Visitors' priorities at sites
R
e 1 “
• 0.9- a
t  0 .8 -
i 0.7-
V
e
0.5-
V  0.4- 
a
0.6 -
0.3-
0 .2 -u
e
£ Help Fun Past Learning
Low investment in training
There were no significant differences between visitors in terms of their psychographic 
profiles at the high, medium and low training investment sites (see appendix XIX for table 
14G).
iii) Investment in pay for costumed interpreters
Rates of pay had no significant effects on learning or fun as costumed interpreters’ main 
contribution to the visitor experience (table 18 - below). Of the 183 visitors who identified 
a sense of the past as being the contribution made by the costumed interpreters, 
significantly fewer were at high pay sites than at medium or low pay sites. There were 67 
visitors who identified helpfulness as the overall contribution made by the costumed 
interpreters. Of these, significantly more were at the three sites with high pay than were at 
sites with medium (four sites) or low pay (five sites). Significantly more of the 153 visitors 
who identified no clear contribution were at high pay sites and significantly fewer were at 
the low pay sites.
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Table 18:
Investment in costumed interpreters’ pay and their contribution to the visitor experience 
Contributions
Fun Learning Helpfulness A sense Value for No clear
Pay of the past money contribution
Total 28 147 67 183 11 153
High (150) 0 43 24+ 32" 0 51++
Med (189) 10 41 19 63 4 52
Low (250) 18 63 24 88 7 50"
Chi-square 4.29 9.08 9.90
df 2 2 2
Probability 0.117 0.0107 0.0071
+indicates a significantly higher finding (at 95 per cent confidence) 
"indicates a significantly lower finding (at 99 per cent confidence) 
++indicates a significantly higher finding (at 99 per cent confidence)
Chart 48:
Investment in costumed interpreters’ pay and their contribution to visitors’ experience
Contributions of costumed interpretersI Relative importance 
1.4
1.2
1
0.8 
0.6 
0.4 
0.2 
0
■ Learning 
E3 Helpfulness
■ A sense of the past « Fun 
□ Value for money
High Medium
Investment in costumed interpreters' pay
Low
Further investigation (figure 79, figure 80 & figure 81 - pages 498 to 500) revealed that at 
sites where pay is low or medium more visitors believe costumed interpreters contribute 
a sense of the past than learning (chart 48 - above). Only at high pay investment sites do 
more visitors believe that interpreters contribute learning above all.
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Figure 79: Analysis of paired comparisons at high pay
Investment sites to produce an interval scale
N = : 150 n = 5
Preference m atrix : showing no of respondents preferring coiumn over row
FUN ; LEARN HELP : PAST £
FUN 75 123 108 116 : 65
LEARN : 2 7 75 : 55 : 63 22
HELP ; 41 95 : 75 69 29
PAST 32 86 80 : 75 : 1 6 1
e 84 127 120 134 75
Proportion m atrix divide by no of respondents throughout tie 150)
FUN : LEARN : HELP i PAST £
FUN 0.5 0.820 0.720 : 0.773 0.433
LEARN 0.180 0.5 0.367\ 0.420 \ 0.147
HELP : 0.273 0.633 \ 0.5 : 0.460 0.193
PAST 0.213 0.573 0.533 I 0.5 0.107
■e 0.560 I 0.847 0.800 0.893 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN r HELP PAST £
FUN 0 0.915 0.583 0.749 -0.169
LEARN ; ■ 0.915 0 -0.34 1-0.202 -0.049
HELP ■ 0.604 0.34 0 -0.1 -0.867
PAST ■ 0.796 0.184 0.083 : 0 -1.243
£ 0.151 1.024 0.842 1.243 0
E  : -2.16 2.46 1.17 1 1.69 -2.33
Divide by n (5):i -0.43 0.49 0.23 0.34 -0.466
Recalculate for lowest value at zero:
0.03 0.96 0.70 0.80 0.00
4 9 8
Figure 80: Analysis of paired comparisons at medium pay
investment sites to produce an intervai scaie
N = 189 n = 5
Preference m atrix i showing, no of respondents preferring column over row
FUN LEARN J HELP PAST £
FUN 94.5 : 151 130 152
;
72
LEARN : 37 94.5 46 108 43
HELP 59 : 143 94.5 110 49
PAST 36 81 : 79 94.5 15
£ 117 145 139 174 94.5
Proportion m atrix divide by no of respondents throughout (ie 189)
:
FUN i LEARN HELP PAST £
FUN 0.5 : 0.799 0.688 0.804 0.381
LEARN : 0.196 : 0.5 ! 0.243 0.571 0.228
HELP : 0.312 0.757 0.5 0.582 0.259
PAST 0.190 0.429 0.418 0.5 0.079
£ 0.619 0.767 0.735 0.921 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN HELP PAST £
FUN 0 0.838 0.49 : 0.856 -0.303
LEARN ■ 0.856 0 -0.697 0.179 : -0.745
HELP ; -0.49 0.697 0 0.207 1-0.646
PAST ■ 0.878 -0.179 -0.207 0 -1.412
£ 0.303 0.729 0.628 1.412 I 0
E  : -1.92 2.08 0.21 2.65 -3.11
Divide by n (5):i -0.38 0.42 0.04 ! 0.53 -0.621
Recalculate for lowest value at zero:
0.24 1.04 0.66 1.15 : 0.00
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Figure 81: Analysis of paired comparisons at iow pay
investment sites to produce an intervai scale
N = 250 n = 5
Preference m atrix i showing no of respondents preferring column over row
FUN : LEARN HELP PAST £
FUN L 125 177 151 195 86
LEARN 69 125 69 138 43
HELP 99 181 125 169 : 72
PAST 54 112 80 125
\........ :....................
23
£ 163 206 : 178 227 : 125
Proportion m atrix : divide by no of respondents throughout (ie 250)
FUN : LEARN HELP PAST £
FUN 1 0.5 : 0.708 0.604 0.780 : 0.344
LEARN 0.276 ; 0.5 0.276 0.552 0.172
HELP 0.396 0.724 \ 0.5 0.676 0.288
PAST 0.216 0.448 0.320 0.5 0.092
£ 0.652 0.824 0.712 0.908 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN HELP PAST £
FUN 0 0.548 0.264 0.772 -0.402
LEARN -0 .595 0 -0.595 0.131 -0.946
HELP -0 .264 0.595 0 0.457 -0 .559
PAST -0.786 -0.131 -0.468 0 -1.329
£ 0.391 0.931 0.559 ; 1.329 0
E -1 .25 1.94 -0.24 : 2.69 : -3 .24
Divide by n (5): -0.25 0.39 -0.05 0.54 -0.647
Recalculate, for lowest value at zero:
0.40 : 1.04 0.60 1.19 0.00
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Since data for the costumed interpreters’ contributions to the visitor experience in terms 
of a sense of the past yielded significant results, it was investigated with regard to 
different categories of respondents: sex, age, education, predisposition to costumed 
interpreters, visitors’ social groups and visit frequency.
Significantly fewer women at high pay investment sites reported a sense of the past as 
the contribution of the costumed interpreters (see appendix XIX for table 18B) compared 
to the other pay investment categories. There were no significant findings for men at 
high, medium and low pay investment sites (see appendix XIX for table 18A).
Significantly more visitors aged between 21 and 40 years who were at high pay 
investment sites reported learning as the contribution of the costumed interpreters (see 
appendix XIX for table 18D) compared to the other pay investment categories. There 
were no significant findings for visitors who were under 21 years of age, between 41 and 
60 years or 61 years and over at high, medium or low pay investment sites (see 
appendix XIX for table 18C, table 18E and table 18F).
Significantly more postgraduates who were at high pay investment sites reported 
learning as the contribution of the costumed interpreters (see appendix XIX for table 181) 
compared to the other pay investment categories. Significantly more graduates who 
were at low pay investment sites reported learning as the contribution of the costumed 
interpreters (see appendix XIX for table 18H) compared to the other pay investment 
categories. Significantly more visitors who attended high school who were at low pay 
investment sites reported a sense of the past as the contribution of the costumed 
interpreters and significantly fewer of them who were at high pay investment sites did so 
(see appendix XIX for table 18G) compared to the other pay investment categories.
Significantly fewer visitors for whom costumed interpreters were an attraction who were 
at medium pay investment sites reported learning as the contribution of the costumed 
interpreters. Significantly more of these reported a sense of the past (see appendix XIX 
for table 18J) compared to the other pay investment categories. There were no significant 
findings for visitors for whom the costumed interpreters were not an attraction or who did 
not know about them in advance at high, medium or low pay investment sites (see 
appendix XIX for table 18K and table 18L).
Significantly more visitors who were with their families who were at high pay investment 
sites reported learning as the contribution of the costumed interpreters (see appendix
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XIX for table 180) compared to the other pay investment categories. There were no 
significant findings for lone visitors, those visiting with friends and/or partners or with an 
organised group at high, medium or low pay investment sites (see appendix XIX for table 
IBM, table 18N and table 18P). Significantly fewer occasional visitors (one to four visits a 
year) who were at high pay investment sites reported a sense of the past as the 
contribution by costumed interpreters (see appendix XIX for table 18R) compared to the 
other pay investment categories. There were no significant findings for regular visitors 
(once a month or more) or rare visitors (less than once a year) at high, medium or low 
pay investment sites (see appendix XIX for table 18Q and table 18S).
Sites which make a high investment in pay for their costumed interpreters provide an 
experience at variance with what visitors prioritise for their visits. The costumed 
interpreters are more helpful than required, far less fun than visitors would like, provide a 
little more of a sense of the past and fall short in terms of learning (chart 49 - below). 
Despite the fact that there were significantly more factfinders and fewer funlovers at the 
three high pay investment sites, the pattern of priorities is not markedly different from that 
of visitors overall (see appendix XIX for table 14H).
Chart 49; Comparison of visitors' priorities at all sites (589) with costumed interpreters’ 
___________  contributions at high pay investment sites (150)
O  Contributions of CIs H  Visitors' priorities overall Visitors' priorities at sites
R
e
3 0.9-
I  0.8-
‘ 0.7- MV
e 0.6- 
0.5 -
I 0.3- 
u 0.2-
e 0.1 -
£ Help Fun Past Learning
High investment in pay
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The mismatch at medium pay investment sites between visitors’ priorities and what the 
costumed interpreters provide is not as exaggerated as for that sites with high pay 
investment. Nevertheless, costumed interpreters at these sites provide more helpfulness 
than visitors require, fall short in terms of fun, and provide a much greater sense of the 
past (chart 50 - below). They fall just short of visitors’ requirements in terms of learning 
across all sites but provide a little more than the visitors to the four medium pay 
investment sites require. The medium pay investment sites had significantly fewer visitors 
who were factfinders which goes some way to explaining the difference in requirements 
for learning between visitors to all sites and visitors to these four sites (see appendix XIX 
for table 14H).
Chart 50: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’
 _________ contributions at medium pay investment sites (189) ________ _
CD Contributions of CIs Visitors' priorities overall CD Visitors' priorities at sites
R
e 1 -
‘ 0.9- 
a
t 0 .8 -
i 0.7- 
^  0 .6 -  
® 0.5- 
V  0.4- 
 ^ 0.3- 
u 0-2- 
e 0.1 -
£ Help Fun Past Learning
Medium investment in pay
The experience provided by costumed interpreters for visitors at low pay investment sites 
does not match visitors’ priorities well. They provide more helpfulness than visitors 
require, less fun, considerably more of a sense of the past than visitors want, and fall just 
short In terms of learning (chart 51 - below). There were significantly more funlovers at 
the low pay investment sites which explains the higher requirement for fun at these five 
sites when compared with visitors at all sites (see appendix XIX for table 14H).
503
Chart 51 : Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
 _____  contributions at low pay investment sites (250) ___ ___
n  Contributions of CIs Visitors' priorities overall D  Visitors' priorities at sites
R ■ 
e 1 -
• 0.9-I 0.8 -
i 0.7- 
^  0 .6 -  
® 0.5- 
V  0.4 - 
^ 0.3-
u
e 0.1 - 
0 -
£ Help Fun Past Learning
Low investment in pay
Low investment in pay appears to provide the best fit with visitors’ priorities compared to 
the sites with medium and high pay investment, although only at sites with a medium 
investment in pay were visitors’ learning requirements met (and even there fell short of 
all visitors’ requirements). Low investment in pay was up to seven times the admission 
price to the site, compared with 15 or more times at the high pay investment sites and 
between seven and 14 times at the medium investment sites. This counterintuitive finding 
may have resulted from expressing pay as a multiple of admission price. As a check on 
this, the data were analysed using categories of high, medium and low pay based on the 
daily wage in US dollars rather than expressed as a multiple of admission price.
The following three charts (chart 52, chart 53 & chart 54 - pages 505 to 506) show that a 
medium investment in pay (when calculated as a daily fee in US dollars) is the best fit 
with visitors’ priorities, although learning requirements are best met at sites making a low 
investment in pay (chart 54). The average daily rate of pay at the four medium pay 
investment sites was US$63, compared with US$80 at the high pay investment sites and 
US$39 at the low pay investment sites.
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Chart 52: Comparison of visitors' priorities at all sites (589) with costumed interpreters' 
___________ contributions at high pay (in US$) at investment sites (200)
n  Contributions of CIs Visitors' priorities overall O  Visitors' priorities at sites
R
e
a 0 .9 -
j 0 .8 -
' 0 .7 -V
e 0 .6 -
0 .5 -
' ' 0 .4 - a
I  0 .3 - 
u 0 .2 -  
e n 1 -
0-^
£ Help Fun Past Learning
High investment in pay ($ )
Chart 53: Comparison of visitors' priorities at all sites (589) with costumed interpreters' 
_________ contributions at medium pay (in US$) at investment sites (200)
[H  Contributions of CIs Visitors' priorities overall d  Visitors' priorities at sites
R 1 -  
® 0 .9 - 
a 0 .8 -  
t  0 .7 -
V 0 . 6 -
e 0.5 -  
0 .4 -
V
a 0 .3 -
* 0.2 - 
u
e 0.1 -
£ Help Fun Past Learning
Medium investment in pay ($ )
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Chart 54: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
_________  contributions at low pay (in US$) at investment sites (189)
n  Contributions of CIs Visitors’ priorities overall [ ]  Visitors' priorities at sites
1.5-1
1.4-
R
e
a
t 1- 
i 0.9-
V 0 .8  -
e 0.7- 
0.6 -
V 0.5- 
a 0.4- 
I 0.3- 
"  0 .2 -  
®  0.1 -
£ Help Fun Past Learning
Low investment in pay ($ )
These comparisons demonstrate that however pay is calculated (as a daily fee in US 
dollars or as a multiple of admission price), there is no simple relationship between high 
pay for costumed interpreters and visitor satisfaction.
iv) Investment in the costume budget
The significant finding in the table below (table 19) is that fewer visitors who identified 
learning as the costumed interpreters’ main contribution were at the four sites which 
have a low costume budget than were at the sites with a high or medium costume 
budget; significantly more of these visitors were at the former.
There were no significant findings regarding fun as the costumed interpreters’ main 
contribution. Significantly fewer visitors who identified a sense of the past as the main 
contribution by costumed interpreters were at the high costume budget sites compared to 
medium and low costume budget sites.
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Table 19: Investment in costume budget and costumed interpreters’ contribution
to the visitor experience
Contributions
Fun Learning Helpfulness A sense Value for No clear
Costume of the past money contribution
budget
Total 28 147 67 183 11 153
High (250) 5 75+ 32 63" 3 72
Med (139) 8 35 12 50 0 34
Low (200) 15 37" 23 70 8 47
Chi-square 7.85 7.02
df 2 2
Probability 0.0197 0.0298
+indicates a significantly higher finding (at 95 per cent confidence) 
"indicates a significantly lower finding (at 99 per cent confidence)
Further investigation (figure 82, figure 83 & figure 84 - pages 508 to 510) showed that 
more visitors at the high costume budget sites reported learning as the main contribution 
of the costumed interpreters and fewer reported a sense of the past than was the case at 
the medium or low costume budget sites (chart 55 - below). At the medium and low 
investment sites, the opposite was true - a sense of the past outstripped learning.
Chart 55:
Costume budget and costumed interpreters’ contribution to the visitor experience
Relative importance 
1.6
1.4
1.2
1
0.8 
0.6 
0.4 
0.2 
0
Contributions of costumed interpreters 
■ Learning m Fun
□ Helpfulness □ Value for money
High Medium 
Investment in costume budget
K A sense of the past
Low
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Figure 82: Analysis of paired comparisons at high costume
budget sites to produce an interval scale
N = 250 n = 5
Preference m atrix showing no of respondents preferring column over row
FUN LEARN : HELP PAST £
1 FUN : 125 203 177 194 100
LEARN 46 : 125 : 74 1 1 1 40
HELP : 72 176 : 125 132 57
PAST : 53 ! 138 117 125 27
£ 149 208 : 191 223 125
Proportion m atrix i divide by no of respondents throughout (ie 250)
: FUN : LEARN  ^ HELP PAST £
FUN 0.5 0.812 0.708 0.776 0.400
LEARN 0.184 : 0.5 0.296 0.444 0.160
HELP 0.288 0.704 0.5 0.528 0.228
PAST 0.212 0.552 0.468 0.5 0.108
£ 0.596 : 0.832 0.764 0.892 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN : LEARN HELP PAST £
FUN 0 0.885 0.548 : 0.759 -0.253
LEARN : -0.9 0 -0.536 -0.141 :-0.994
HELP ■ 0.559 : 0.536 0 0.07 1-0.745
PAST -0.8 0.131 -0.08 0 -1.237
£ 0.243 0.962 0.719 1.237 0
E ! -2.02 2.51 0.65 1.93 -3.23
Divide by n (5):; -0.40 0.50 0.13 0.39 -0.646
Recalculate for lowest value at zero:
: 0.24 1.15 0.78 1.03 0.00
I
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Figure 83: Analysis of paired comparisons at medium
costume budget sites to produce an interval scale
: N = : 139 n = 5
Preference m atrix showing no of respondents preferring column over row
FUN : LEARN ; HELP PAST £
FUN 69.5 107 96 118 48
LEARN ^ 32 : 69.5 32 84 27
h e lp  [ 43 : 107 69.5 90 34
PAST 21 ; 55 49 69.5 6
£ 91 112 105 133 69.5
Proportion m atrix divide by no of respondents throughout (ie 139)
FUN : LEARN : HELP PAST £
FUN 0.5 : 0.770 : 0.691 0.849 0.345
LEARN : 0.230 0.5 0.230 0.604 0.194
HELP 0.309 : 0.770 : 0.5 0.647 0.245
PAST : 0.151 : 0.396 0.353 0.5 0.043
1 £ 0.655 0.806 0.755 0.957 0.5
I Read in normal distribution tables (appendix XVII) for:
z matrix : FUN i LEARN HELP PAST : £
FUN 0 0.739 0.499 : 1.032 :-0.399
LEARN :•■0.739 0 -0.739 0.264 i -0.863
HELP •■0.499 0.739 0 0.377 -0.69
PAST J■ 1.032 -0.264 -0.377 0 -1.717
£ 0.399 0.863 0.69 1.717 : 0
E 1-1.87 2.08 0.07 1 3.39 : -3.67
Divide by n (5):i -0.37 0.42 0.01 : 0.68 -0.734
Recalculate for lowest value at zero:
0.36 1.15 0.75 1.41 0.00
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Figure 84: Anaiysis of paired comparisons at low costume
budget sites to produce an intervai scale
N = 2 0 0 n = 5
Preference m atrix showing no of respondents preferring column over row
FUN LEARN HELP : PAST £
FUN 1 0 0 141 116 : 151 75
LEARN 55 1 0 0 64 : 114 41
HELP 84 136 1 0 0 : 126 59
PAST 48 86 73 : 1 0 0 21
£ 124 158 141 : 179 1 0 0
Proportion m atrix divide by no of respondents throughout (ie 200)
FUN LEARN HELP PAST £
FUN 0.5 0.705 0.580 0.755 0.375
LEARN 0.275 0.5 0.320 0.570 0.205
HELP 0.420 0.680 0.5 0.630 0.295
PAST 0.240 0.430 0.365 0.5 0.105
e 0.620 0.790 0.705 0.895 0.5
Read in normal distribution tables (appendix XVII) for:
z matrix FUN LEARN HELP PAST £
FUN 0 0.539 0 . 2 0 2 0.69 -0.319
LEARN -0.598 0 -0.468 0.176 -0.824
HELP - 0 . 2 0 2 0.468 0 0.332 -0.539
PAST -0.706 -0.176 -0.345 0 -1.254
£ 0.305 0,806
1.64
0.539 1.254 0
E - 1 . 2 0 -0.07 2.45 -2.94
Divide by n (5): -0.24 0.33 - 0 . 0 1 0.49 -0.59
Recalculate for lowest value at zero:
0.35 0.92 0.58 1.08 0 . 0 0
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Since data for the costumed interpreters’ contributions to the visitor experience in terms 
of learning and a sense of the past yielded significant results, it was investigated with 
regard to different categories of respondents: sex, age, education, predisposition to 
costumed interpreters, visitors’ social groups and visit frequency.
Significantly more women who were at high costume budget sites reported learning as 
the contribution of costumed interpreters, while significantly fewer who were at low 
costume budget sites did so (see appendix XIX for table 19B) compared to other costume 
budget categories. Significantly fewer women who were at high costume budget sites 
reported a sense of the past as the costumed interpreters’ contribution. There were no 
significant findings for men at high, medium or low costume budget sites (see appendix 
XIX for table 19A).
Significantly more visitors aged between 21 and 40 who were at high costume budget 
sites reported learning as the contribution of the costumed interpreters and significantly 
fewer of these visitors who were at low costume budget sites did so (see appendix XIX 
for table 19D) compared to other costume budget categories. Significantly more visitors 
aged between 21 and 40 who were at medium costume budget sites reported a sense of 
the past as the contribution of the costumed interpreters and significantly fewer of these 
visitors who were at high costume budget sites did so. There were no significant findings 
for visitors aged under 21, between 41 and 60 years or 61 and over who were at high, 
medium or low costumed budget sites (see appendix XIX for table 19C, table 19E and 
table 19F).
Significantly fewer postgraduates who were at low costume budget sites reported 
learning as the contribution of costumed interpreters (see appendix XIX for table 191) 
compared to other costume budget categories. There were no significant findings for 
visitors who finished their education at high school or were graduates who were at high, 
medium or low costume budget sites (see appendix XIX for table 19G and table 19H).
Significantly fewer of the visitors who did not know about costumed interpreters in 
advance of their visit who were at low costume budget sites reported learning as the 
contribution of the costumed interpreters (see appendix XIX for 19L) compared to other 
costume budget categories. Significantly more visitors for whom costumed interpreters 
were an attraction who were at high costume budget sites reported learning as the 
contribution of the costumed interpreters (see appendix XIX for table 19J). Significantly
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fewer visitors for whom the costumed interpreters were an attraction who were at high 
costume budget sites reported a sense of the past as the contribution of costumed 
interpreters, whereas significantly more of the same group who were at medium costume 
budget sites reported this. There were no significant findings for the visitors for whom 
costumed interpreters were not an attraction who were at high, medium or low costume 
budget sites (see appendix XIX for 19K).
Significantly more visitors who were with their families at high costume budget sites 
reported learning as the contribution of costumed interpreters, whereas significantly 
fewer of those visitors who were at low costume budget sites did so (see appendix XIX 
for table 190) compared to the other costume budget categories. Significantly more 
family visitors who were at medium costume budget sites reported a sense of the past as 
the contribution of the costumed interpreters. There were no significant findings for lone 
visitors, those with friends and/or partners, or those with an organised group who were at 
high, medium or low costume budget sites (see appendix XIX for table 19M, table 19N 
and table 19P).
Significantly more occasional visitors (one to four visits a year) who were at high 
costume budget sites reported learning as the contribution of the costumed interpreters, 
whereas significantly fewer of the same group who were at low costume budget sites did 
so (see appendix XIX for 19R). Significantly fewer occasional visitors who were at high 
costume budget sites reported a sense of the past as the contribution of costumed 
interpreters, whereas significantly more of the same group who were at medium costume 
budget sites did so. There were no significant findings for regular visitors (one visit a 
month or more) or rare visitors (less than one visit a year) who were at high, medium or 
low costume budget sites (see appendix XIX for table 190 and table 19S).
The costumed interpreters at high costume budget sites provide an experience which is 
considerably more helpful than visitors require, falls far short in terms of fun, provides a 
much greater sense of the past and is just over that required in terms of learning for 
visitors to all sites but falls short for the visitors at the five sites in this category (chart 56 - 
below). Sites with a high costume budget had significantly more visitors who were 
factfinders which may explain why the costumed interpreters fall short in terms of 
learning at these five sites (see appendix XIX for table 141).
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Chart 56: Comparison of visitors’ priorities at all sites (589) with costumed interpreters' 
  contributions at high costume budget investment sites (250)__________
n  Contributions of CIs Visitors' priorities overall CH Visitors' priorities at sites
1.2
1.1
1
0.9
0.8
0.7
0.6
0.5
0.4
0.3
0.2
0.1
0
Help Fun
High investment in costume budget
Past Learning
Chart 57: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
_______  contributions at medium costume budget investment sites (139)
O  Contributions of CIs Visitors' priorities overall D  Visitors' priorities at sites
^1.3-  
i 0.9-
V 0 .8  -
e 0 .7 -  
0.6 -
V 0.5-
a 0.4-
I 0.3 -
"  0.2 -  
®  A  1 _
0-*
£ Help Fun Past Learning
Medium investment in costume budget
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The costumed interpreters at medium costume budget investment sites provide more 
helpfulness than visitors require, less fun, considerably more of a sense of the past and a 
little more learning than visitors want overall and at the three sites in this category (chart 
57 - above).
Chart 58: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
__________ contributions at low costume budget investment sites (200)
O  Contributions of CIs Visitors' priorities overall CD Visitors' priorities at sites
R 1 - 
® 0 .9 -  
0 .8 -a
t 0 .7 -
V 0 .6 -
e 0 .5 -  
0 .4 -
V
a 0 .3 -
' 0.2 - 
u
e 0 -1 -
£ Help Fun Past Learning
Low investment in costume budget
Costumed interpreters at low costume budget investment sites provide more helpfulness 
than visitors require, less fun, a greater sense of the past and fall short of visitors’ 
requirements in terms of learning across all sites and at the four sites in this category 
(chart 58 - above). There were significantly more funlovers and fewer factfinders at low 
costume budget sites (see appendix XIX for table 141). It is noteworthy that even though 
there were significantly fewer factfinders, the costumed interpreters still failed to 
contribute sufficient learning for the visitors at these four sites.
A medium investment in costume budget provides the best fit with visitors’ priorities 
overall (chart 57 - page 513) including more learning than visitors require but at sites 
with a high investment in costume budget significantly more visitors reported learning as 
the contribution made by the costumed interpreters (table 19 - page 507). A medium 
investment in costume budget was defined as between 40 and 80 times the admission 
price to the site (an average of 53 times for the three medium sites in this survey).
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Chart 59: Comparison of visitors’ priorities at all sites (589) with costumed interpreters' 
  contributions at high costume budget (US$) investment sites (200)
O  Contributions of CIs H  Visitors' priorities overall d  Visitors' priorities at sites
R
e 1 ~
‘ 0.9 - 
a
t  0 . 8 -
i 0 .7 -  
^  0.6 -  
® 0 .5 -  
V 0.4 -  
 ^ 0.3 -
u
e 0.1 -
0 -
£ Help Fun Past Learning
High investment in costume ($)
Chart 60: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
_______contributions at medium costume budget (US$) investment sites (200)
O  Contributions of CIs Visitors' priorities overall d  Visitors' priorities at sites
R  l . l
e 1 -  
' 0 .9 -I 0 .8 -
i 0.7 -
V 0 . 6 -
® 0 .5 -
V 0.4 - 
3 0 .3 -
u 0 .2 -
e 0.1 -
£ Help Fun Past Learning
Medium investment in costume ($)
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Chart 61 : Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
________ contributions at low costume budget (US$) investment sites (189) _______
[U  Contributions of CIs Visitors' priorities overall [ ]  Visitors' priorities at sites
R
e
a 1 - 
t  0 .9 -  
' 0.8 -
V 0 .7 -  
® 0.6 -
0 .5 -
V
a 0 4- 
I 0 .3 -  
u 0 .2 -  
e 0.1 - 
0-1
HelpI Fun
Low investment in costume ($)
Past Learning
The costume investment categories were calculated using a multiple of the admission 
fee (as for pay). The data were analysed again using the costume budget in US dollars. 
However, it is noteworthy that five of the 12 survey sites are high investors in costume in 
real terms; their categorisation as high, medium and low here is relative. The previous 
three charts (chart 59, chart 60 & chart 61 - above) show that although a medium 
investment in the costume budget still provides the best fit with visitors’ priorities, only at 
high investment sites does learning outstrip visitors’ requirements for learning. The 
medium investment in costume budget represented here is an average of US$417 for 
the four sites in this category.
v) Investment in costume management
For investment in costume management, the significant finding (table 20 - below) was 
that more of the visitors who identified learning as the costumed interpreters’ main 
contribution were at the four sites with a low investment in costume management, while 
significantly fewer were at medium costume management investment sites. There were 
no significant findings with regard to fun and a sense of the past as the main contribution 
made to the visitor experience by costumed interpreters. There were more of the visitors 
who identified helpfulness as the overall contribution by costumed interpreters at the five
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medium costume management investment sites and significantly fewer at the three high 
costume management investment sites.
Table 20: Investment in costume management and costumed interpreters’ 
contribution to the visitor experience
Contributions
Fun Learning Helpfulness A sense Value for No clear
of the past money contribution
Costume
management
Total 28 147 67 183 11 153
High (150) 14 36 10- 49 2 39
Med (250) 11 49" 40++ 76 7 67
Low (189) 3 62++ 17 58 2 47
Chi-square 10.12 9.67
df 2 2
Probability 0.0064 0.008
"indicates a significantiy lower finding (at 99 per cent confidence) 
++indicates a significantly higher finding (at 99 per cent confidence)
Further investigation (figure 85, figure 86, & figure 87 - pages 518 to 520) revealed that
sites with low investment in costume management had more visitors reporting learning
as the contribution of the costumed interpreters than other sites (chart 62 - page 521).
This counterintuitive result is in line with the confusing findings of the costume 
management survey discussed in an earlier section of this chapter. Some possible 
explanations for these results appear in the discussion of findings (chapter 12) but chief 
among them is that the research instrument (the costume management questionnaire) 
was underdeveloped for the complexity of the issues it was intended to measure.
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Figure 85: Analysis of paired comparisons at high costume
N = 1 150 in = 5
Preference m atrix i showing no of respondents preferring column over row
FUN LEARN ! HELP i PAST £
FUN 75 : 111 81 111 46
LEARN 38 75 : 24 i 85 27
HELP 69 126 75 99 50
PAST 38 65 51 75 1 0
1 £ 104 122 99 140 75
Proportion m atrix i divide by no of respondents throughout (ie 150)
FUN ! LEARN : HELP PAST £
1 FUN 0.5 : 0.740 0.540 0.740 0.307
LEARN : 0.253 0.5 : 0.160 0.567 0.180
HELP 0.460 1 0.840 0.5 0.660 0.333
PAST 0.253 0.433 0.340 0.5 0.067
£ 0.693 0.813 0.660 0.933 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN HELP PAST £
FUN 0 0.643 0.1 : 0.643 i -0.504
1 LEARN -0.665 : 0 -0.994 0.169 -0.915
HELP -0.1 0.994 0 0.412 :-0.432
PAST -0.665 -0.169 -0.412 0 -1.499
£ 0.504 0.889 0.412 1.499 0
E -0.93 2.36 -0.89 : 2.72 i -3.35
Divide by n (5): -0.19 0.47 -0.18 0.54 i -0.670
Recalculate for lowest value at zero:
0.4848 1.14 0.4912 1.21 0.00
1
'
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Figure 86: Analysis of paired at medium costume
management investment sites to produce an interval scale
N = 250 n = 5
Preference m atrix showing no of respondents preferring column over row
FUN LEARN HELP PAST £
FUN 125 182 i 170 199 101
LEARN 64 125 105 133 50
HELP 79 1 145 : 125 139 57
PAST 48 116 110 125 28
£ 148 198^ : 192 222 125
Proportion m atrix : divide by no of respondents throughout (ie 250)
FUN i LEARN i HELP PAST £
FUN 0.5 0.728 0.680 : 0.796 0.404
LEARN 0.256 0.5 0.420 0.532 0.200
HELP 0.316 0.580 \ 0.5 ; 0.556 0.228
PAST 0.192 0.464 0.440 0.5 0.112
£ 0.592 0.792 : 0.768 : 0.888 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN HELP : PAST £
FUN 0 0.607 0.468 0.827 i -0.243
LEARN -0.656 0 -0.2 i 0.08 i -0.842
HELP -0.479 0.202 0 0.141 -0.745
PAST -0.871 -0.09 -1.51 0 -1.216
£ 0.233 0.813 0.732 1.216 0
E -1.77 1.53 -0.51 2.26 -3.05
Divide by n (5): -0.35 0.31 -0.10 i 0.45 -0.609
Recalculate for lowest value at zero:
0.25 0.92 0.51 1.06 0.00
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Figure 87: Analysis of paired comparisons at low costume
management investment sites to produce an interval scale
:n = : 189 n = 5
Preference m atrix i showing no of respondents preferring column over row
FUN : LEARN : HELP PAST £
FUN ; 94.5 158 : 138 153 : 76
LEARN : 31 94.5 41 91 31
HELP ; 51 148 94.5 110 43
PAST 36 98 78 94.5 : 16
! £ 112 : 158 146 173 : 94.5
Proportion m atrix divide by no of respondents throughout (ie 189)
.
: FUN : LEARN ! HELP : PAST £
FUN 0.5 0.836 0.730 0.810 0.402
LEARN : 0.764 : 0.5 ! 0.2171 0.481 0.164
HELP : 0.270 0.783 0.5 I 0.582 0.228
PAST i 0.190 0.519 0.413 1 0.5 0.085
£ 0.593 0.836 0.772 0.915 : 0.5
1 ! 
{Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN HELP : PAST ■ £
j FUN j 0 0.978 0.613 0.878 -0.248
LEARN ■0.978 0 -0.782 -0.978
HELP •■0.613 0.782 0 0.207 -0.745
PAST ■0.878 0.048 -0.22 0 -1.372
£ 0.235 0.978 0.745 : 1.372 0
I  : -2.23 2.79 0.36 : 2.41 -3.34
Divide by n ( 5 ) : i  "0.45......-...... .^....A../. - ,......... ... -...........
Recalculate for lowest value at
0.56
zero:
0 . 07 ; 0.48 -0.669
0.22 1.23 0.74 1.15 0.00
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Chart 62:
Costume management and costumed interpreters’ contribution to the visitor experience
Relative importance 
1.4
Contributions of costumed interpreters 
■ Learning ■ Fun » A sense of the past
□ Helpfulness □ Value for money
Medium
Investment in costume managemen
L o w
Since data for the costumed interpreters’ contributions to the visitor experience in terms 
of learning yielded significant results, it was investigated with regard to different 
categories of respondents: sex, age, education, predisposition to costumed interpreters, 
visitors’ social groups and visit frequency.
Significantly more men who were at low costume management investment sites reported 
learning as the contribution made by costumed interpreters and significantly fewer of 
them who were at medium costume management investment sites did so (see appendix 
XIX for table 20A). Significantly more women who were at low costume management 
investment sites reported learning as the contribution made by costumed interpreters 
(see appendix XIX for table 20B) compared to the other costume management 
investment categories.
Significantly more visitors aged between 21 and 40 years who were at low costume 
management investment sites reported learning as the contribution made by costumed 
interpreters (see appendix XIX for table 20D) compared to the other costume 
management investment categories. There were no significant findings for visitors under 
the age of 21 years, between 41 and 60 or 61 years plus at high, medium or low costume 
management investment sites (see appendix XIX for table 20C, table 20E & table 20F).
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There were significantly more postgraduates who were at low costume management 
investment sites who reported learning as the contribution of the costumed interpreters 
whereas significantly fewer of this group who were at medium costume management 
investment sites did so (see appendix XIX for table 201). Significantly fewer 
postgraduates who were at low costume management investment sites reported a sense 
of the past as the contribution of the costumed interpreters. There were significantly fewer 
graduates who were at medium costume management investment sites who reported a 
sense of the past as the contribution of costumed interpreters (see appendix XIX for table 
20H) compared to the other costume management investment categories. There were no 
significant findings for visitors who attended high school who were at high, medium or 
low costume management investment sites (see appendix XIX for table 20G).
Significantly fewer of the visitors for whom costumed interpreters were an attraction who 
were at low costume management investment sites reported learning as the contribution 
of costumed interpreters (see appendix XIX for table 20J) compared to the other costume 
management investment categories. Significantly fewer of the visitors for whom 
costumed interpreters were an attraction who were at medium costume management 
investment sites reported a sense of the past as the contribution of costumed interpreters. 
Significantly more visitors for whom the costumed interpreters were not an attraction who 
were at low costume management investment sites reported learning as a contribution of 
the costumed interpreters, whereas significantly fewer of them who were at medium 
costume management investment sites did so (see appendix XIX for table 20K). The 
same pattern was apparent for visitors who did not know there were costumed 
interpreters in advance. Significantly more of this group who were at low costume 
management investment sites reported learning as the contribution of costumed 
interpreters, whereas significantly fewer of them who were at medium sites did so (see 
appendix XIX for table 20L).
Significantly more visitors with friends and/or partners who were at low costume 
management investment sites reported learning as the contribution of costumed 
interpreters (see appendix XIX for table 20N). Similarly, significantly more visitors with 
their families at low costume management investment sites reported learning as the 
costumed interpreters' contribution (see appendix XIX for table 200). There were no 
significant findings for lone visitors or those with organised groups at high, medium or 
low costume management investment sites (see appendix XIX for table 20M and table 
20P).
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Significantly more occasional visitors (one to four visits a year) who were at low costume 
management investment sites reported learning as the contribution of the costumed 
interpreters, whereas significantly fewer occasional visitors who were at medium 
costume management investment sites did so (see appendix IX for table 20R). There 
were no significant findings for regular visitors (one visit a month or more) or rare visitors 
(less than one visit a year) who were at high, medium or low costume management 
investment sites (see appendix XIX for table 200 and table 20S).
Sites at which there is a high investment in costume management have costumed 
interpreters who provide a relatively good match with visitors’ priorities. They are more 
helpful than required, are a little less fun, provide a considerably greater sense of the 
past and a little more learning than visitors require at all sites and the three in this 
category (chart 63 - below).
Chart 63: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
_______ contributions at high costume management investment sites (150)
O  Contributions of CIs Visitors' priorities overall O  Visitors' priorities at sites
R
e
a 0.9- ] 0.8 - 
0.7-V
e 0 .6 -
0.5 -
^ 0 .4- a
I 0.3 - 
u 0 .2 -  
e n 1 -
0-*
£ Help Fun Past Learning
High investment in costume management
The costumed interpreters at medium costume management investment sites provide 
more helpfulness than visitors require, fall far short of their requirements for fun, provide 
much more of a sense of the past than required and fall short in terms of learning for all 
visitors and the visitors to these five sites (chart 64 - below).
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Chart 64: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
contributions at medium costume management investment sites (250)______
n  Contributions of CIs Visitors' priorities overall O  Visitors' priorities at sites
R 1 - 
® 0 .9 -  
0.8 -a
t 0 .7 -
V 0 . 6 -
e 0 .5 -
V 0.4- 
a 0 .3 -
' 0.2 - 
u
e 0 .1 -
0 -
£ Help Fun Past Learning
Medium investment in costume management
Chart 65: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
________ contributions at low costume management investment sites (189)
CD Contributions of CIs Visitors' priorities overall CD Visitors' priorities at sites
R
e 1.1 ■ 
I 1 -  
a 0 .9 -
I  0.8-
' 0 .7 -V
e 0 .6 -  
- 0.5 - 
0 .4 -a
I 0 .3 -  
u 0 .2 -  
e n 1 -
£ Help Fun Past Learning
Low investment in costume management
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The costumed interpreters at low costume management investment sites are more 
helpful than visitors require, fall far short of their requirements for fun, provide a greater 
sense of the past and more learning than visitors require for all visitors and those to the 
four sites in this category (chart 65 - above).
There were no significant differences in the distribution of visitors between the 
psychographic profiles in terms of investment in costume management (see appendix 
XIX for table 14J).
Although a low investment in costume management is associated with significantly more 
visitors reporting learning as the costumed interpreters' contribution (table 20 - page 
517), a high investment in costume management provides the best fit with visitors’ 
priorities (chart 63 - page 523).
vi) Visitors’ psychographic profiles
There were significantly more visitors who prioritised learning (factfinders) who identified 
learning as the contribution made by costumed interpreters than visitors who did so with 
other psychographic profiles (table 21 - page 526).
There were significantly fewer visitors who prioritised a sense of the past (pastsearchers) 
who identified learning as the costumed interpreters’ contribution. Similarly, there were 
significantly more pastsearchers who identified the costumed interpreters’ contribution as 
a sense of the past. There were significantly more helpseekers who identified no clear 
contribution by the costumed interpreters (chart 66 - page 526).
This seems to confirm that visitors do play a part in constructing their own experiences at 
historic sites, an issue which is discussed in more detail in the next chapter.
Since data for the costumed interpreters’ contributions to the visitor experience in terms 
of learning and a sense of the past yielded significant results, it was investigated with 
regard to different categories of respondents: sex, age, education, predisposition to 
costumed interpreters, visitors’ social groups and visit frequency. An overview of visitors’ 
characteristics and their priorities is provided by table 21T (sex), table 21U (age), table 
21V (education), table 21W (group), table 21X (visit frequency) in appendix XIX.
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Table 21: Visitors’ psychographic profiles and costumed interpreters’ contribution
to the visitor experience
Contributions
Fun Learning Helpfulness A sense Value for No clear
of the past money contribution
Profiles
Total 28 147 67 183 11 153
Funlovers
(146) 12 28 22 42 6 36
Factfinders
(253) 9 86++ 26 74 1 57
Helpseekers
(23) 1 2 4 4 0 12++
Pastsearchers
(133) 3 24" 11 54++ 1 40
Pennyplnchers
(34) 3 7 4 9 3 8
Chi-square 20.62 8.74 11.17
df 4 4 4
Probability 0.0004 0.0679 0.0247
++indicates a significantly higher finding (at 99 per cent confidence) 
"indicates a significantly lower finding (at 95 per cent confidence)
Chart 66: Visitors’ psychographic profiles and costumed interpreters’ contribution
to the visitor experience
■ Learning 
□ Helpfulness
Visitors 100 Contributions of costumed interpreters
■ Fun
□ Value for money
a A sense of the past 
□ No clear contribution
r
Funlovers Factfinders Helpseekers Pastsearchers
Visitors' psychographic profiles
iSl:;-;
Pennyplnchers
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Significantly more men who were factfinders reported learning as the contribution of the 
costumed interpreters (see appendix XIX for table 21 A) compared to visitors with other 
psychographic profiles. Significantly more men who were pastsearchers reported a 
sense of the past as the contribution of the costumed interpreters. Similarly, significantly 
more women who were factfinders reported learning as the contribution of costumed 
interpreters (see appendix XIX for table 21B) compared to visitors with other 
psychographic profiles. Significantly fewer women who were helpseekers reported a 
sense of the past as the contribution of the costumed interpreters.
Significantly more visitors aged between 21 and 40, who were factfinders, reported 
learning as the contribution of the costumed interpreters (see appendix XIX for table 
21D) compared to visitors with other psychographic profiles. Significantly fewer visitors in 
this age group who were helpseekers reported learning as the contribution of the 
costumed interpreters. Significantly more visitors aged between 41 and 60 years, who 
were factfinders reported learning as the contribution of the costumed interpreters (see 
appendix XIX for table 21E). Significantly more of this age group who were 
pastsearchers reported a sense of the past as the contribution of the costumed 
interpreters, whereas significantly fewer helpseekers did so. There were no significant 
findings for visitors who were under 21 or 61 years and over regarding their 
psychographic profiles (see appendix XIX for table 21C and table 21F).
Significantly more visitors who attended high school who were factfinders reported 
learning as the contribution of the costumed interpreters (see appendix XIX for table 
21G). Significantly more visitors in this group who were pastsearchers reported a sense 
of the past as the contribution of the costumed interpreters. Significantly more graduates 
who were factfinders reported learning as the contribution of the costumed interpreters 
(see appendix XIX for table 21H), whereas significantly fewer of this group who were 
pastsearchers did so. Significantly more postgraduates who were factfinders reported 
learning as the contribution of the costumed interpreters (see appendix XIX for table 211) 
compared to visitors with other psychographic profiles.
Significantly more of the visitors for whom costumed interpreters were an attraction who 
were factfinders reported learning as their contribution (see appendix XIX for table 21 J) 
compared to visitors with other psychographic profiles. Significantly fewer of this group 
who were funlovers reported learning as the contribution of the costumed interpreters. 
Significantly more of the visitors for whom costumed interpreters were an attraction who
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were pastsearchers reported a sense of the past as the contribution of the costumed 
interpreters. Significantly more visitors for whom costumed interpreters were not an 
attraction who were pastsearchers reported a sense of the past as the contribution of the 
costumed interpreters (see appendix XIX for table 21K). Significantly fewer of this group 
who were pennypinchers did so. Significantly more of the visitors who did not know there 
were costumed interpreters in advance who were factfinders reported learning as the 
contribution of the costumed interpreters (see appendix XIX for table 21L) compared to 
visitors with other psychographic profiles.
Significantly more visitors who were with their friends and/or partners who were 
factfinders reported learning as the contribution of the costumed interpreters (see 
appendix XIX for table 21N). Significantly more visitors who were with their families who 
were factfinders reported learning as the contribution of the costumed interpreters, 
whereas significantly fewer the visitors in this group who were pastsearchers did so (see 
appendix XIX for table 210). Significantly more of the family visitors who were 
pastsearchers reported a sense of the past as the contribution of the costumed 
interpreters. There were no significant findings for lone visitors or those with organised 
groups regarding their psychographic profiles (see appendix XIX for table 21M and table 
21P).
Significantly more occasional visitors (one to four visits a year) who were factfinders 
reported learning as the contribution of the costumed interpreters, whereas significantly 
fewer in this group who were helpseekers did so (see appendix XIX for table 21R). 
Significantly more occasional visitors who were pastsearchers reported a sense of the 
past as the contribution of the costumed interpreters compared to visitors with other 
psychographic profiles. There were no significant findings for regular visitors (one visit a 
month or more) or rare visitors (less than one visit a year) regarding their psychographic 
profiles (see appendix XIX for table 21Q and table 21S).
vii) Countries
Turning to a breakdown by the countries in which the survey sites were located, 
significantly more visitors who identified learning as the contribution made by costumed 
interpreters were at the three sites in the United States and significantly fewer of them 
were at the three sites in the United Kingdom (chart 67 - page 529).
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Table 22: Country and costumed interpreters’ contribution to the visitor experience
Contributions
Fun Learning Helpfulness A sense Value for No clear
of the past money contribution
Country
Total 28 147 67 183 11 153
Can (139) 1 30 25++ 46 2 35
Swe (150) 13 40 12 38 8 39
UK (150) 6 22" 21 50 0 51++
US (150) 8 55++ 9- 49 1 28"
Chi-square
df
Probability
20.54
3
0.0001
13.04
3
0.0045
9.24
3
0.0263
"indicates a significantly lower finding (at 99 per cent confidence) 
++indicates a significantly higher finding (at 99 per cent confidence) 
•indicates a significantly lower finding (at 95 per cent confidence)
Significantly more of the visitors identifying helpfulness as the costumed interpreters’ 
contribution were at sites in Canada and significantly fewer of them were at sites in the 
United Kingdom. Significantly more visitors who identified no clear contribution were at 
sites in the United Kingdom and significantly fewer were in the United States.
Chart 67: Country and costumed interpreters’ contribution to the visitor experience
Visitors 60
50
40
30
20
10
0
Contributions of costumed interpreters
■ Learning 
□ Helpfulness
I Fun
□ Value for money
B A sense of the past 
n No clear contribution
Canada S w ed en  United Kingdom United States
Countries
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viii) First-person and third-person interpretation
One further difference between sites which it was possible to assess by use of the paired 
comparison data was that between sites which use first-person interpretation, third- 
person interpretation or both. There were two sites which used first-person interpretation 
only, two sites which used both first-person and third-person interpretation, and eight 
sites at which only third-person is used. Analysis of data from these three groups (figure 
88, figure 89 & figure 90 - pages 531 to 533) revealed that only at sites where both first- 
person and third-person interpretation are used do learning and a sense of the past 
equal each other as the contribution made by costumed interpreters (chart 68 - below). At 
first-person only and third-person only sites, a sense of the past outstrips learning.
Chart 68: Use of first/third-person interpretation and costumed interpreters' contribution
to the visitor experience
Visitors 1.6 
1.4 
1.2 
1
0.8
0.6
0.4
0.2
0
Descriptions of costumed interpreters
■ Learning «Fun * A sense of the past □ Helpfulness □ Value for money
First Both
Costumed interpreters' roles
Third
The costumed interpreters at sites where first-person interpretation is used exclusively 
provide an experience which is in line with visitors’ requirements overall except in terms 
of learning, which falls short of requirements. This is one of the few categories in which 
the costumed interpreters provide sufficient fun for visitors overall. However, for the 
visitors at the two sites in this category, the costumed interpreters provided too little 
helpfulness, fun and learning. In both cases, the costumed interpreters also provide a 
much greater sense of the past than is required (chart 69 - page 534).
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Figure 88: Analysis of paired comparisons at sites using first-
person interpretation only to produce an interval scale
N = 100 n = 5
Preference m atrix : showing no of respondents preferring column over row
FUN LEARN HELP PAST £
FUN 50 59 38 64 27
LEARN 39 50 23 51 : 1 9
HELP 62 77 : 50 73 38
PAST 35 49 : 27 50 1 3
£ 73 81 62 87 50
Proportion m atrix divide by no of respondents throughout (ie 100)
FUN LEARN HELP PAST £
FUN 0.5 0.590 0.380 0.640 0.270
LEARN 0.390 0.5 0.230 0.510 0.190
HELP 0.620 0.770 0.5 0.730 0.380
PAST : 0.350 0.490 0.270 0.5 0.130
£ 0.730 0.810 0.620 0.870 \ 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN : HELP PAST £
FUN 0 0.228 i -0.305 0.358 -0.613
LEARN -0.279 0 -0.739 0.025 -0.878
HELP 0.305 0.739 0 0.613 -0.305
PAST -0.385 -0.025 -0.613 0 -1.126
£ 0.613 0.878 0.305 1.126 0
s 0.25 1.82 -1.35 2.12 -2.92
Divide by n (5): 0.05 0.36 -0.27 0.42 -0.584
Recalculate for lowest value at zero:
0.64 0.95 0.31 1.01 0.00
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1 third-person interpretation to produce an interval scale
N = : 100 n = 5
Preference m atrix : showing no of respondents preferring column over row
FUN LEARN HELP ! PAST £
FUN i 50 75 : 59 ! 74 33
LEARN 25 50 20 : 53 1 7
HELP 41 80 50 55 30
PAST 26 47 44 50 6
1 £ 66 83 70 94 50
Proportion m atrix : divide by no of respondents throughout (ie 100)
FUN LEARN HELP PAST £
FUN 0.5 : 0.750 0.590 0.740 0.330
LEARN 1 0.250 0.5 0.200 0.530 : 0 . 170
HELP 0.410 : 0.800 0.5 0.550 0.300
PAST 0.260 0.470 0.440 0.5 0.060
£ 0.660 0.830 0.700 0.940 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN HELP PAST £
fu n 0 0.674 0.228 0.643 -0.44
LEARN -0 .674 0 -0.842 0.075 -0.954
HELP -0.228 0.842 0 0.126 -0.524
PAST -0.643 -0.075 -0.151 0 -1 .555
£ 0.412 0.954 0.524 1.555 ; 0
X -1.13 2.40 -0.24 : 2.40 -3.47
Divide by n (5): -0.23 0.48 -0.05 0.48 -0.695
Recalculate for lowest value at zero:
0.47 1.1740 0.65 !1.1748 0.00
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Figure 90: Analysis of paired^ ^^ ^œ at sites using third-
i person interpretation only to produce an interval scale
N = 389 n = 5
Preference m atrix : showing no of respondents preferring column over row
FUN : LEARN : HELP PAST £
FUN 194.5 317 292 325 : 163
LEARN 69 194.5 127 205 72
HELP 96 262 194.5 220 82
PAST : 61 183 168 194.5 35
£ 225 314 305 354 : 194.5
Proportion m atrix : divide by no of respondents throughout (ie 389) 1
i FUN r  LEARN : HELP PAST £
FUN : 0.5 0.815 0.751 0.835 : 0.419
LEARN : 0.177 0.5 0.326 0.527 0.185
HELP 0.247 0.674 0.5 0.566 0.211
PAST 0.157 0 .4 7 0 \ 0.432 0.5 0.090
£ 0.578 0.807 0.784 0.910 0.5
Read in normal distribution tables (appendix XVII) for:
z m atrix FUN LEARN : HELP PAST £
FUN 0 0.896 0.678 0.974 :-0.204
j LEARN -0 .927 0 -0.451 0.068 :-0 .896
HELP -0 .684 0.451 : 0 0.166 !-0 .803
PAST -1.007 -0.075 -0.171 0 -1.341
£ 0.197 0.867 0.786 1.341 0
X -2.42 2.14 0.84 2.55 -3.24
Divide by n (5): -0.48 0.43 : 0.17 0.51 -0.649
Recalculate for lowest value at zero:
0.16 1.08 0.82 1.16 0.00
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Chart 69: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
  contributions at sites using first-person interpretation (100)
CD Contributions of CIs Visitors' priorities overall CD Visitors' priorities at sites
R 1 - 
® 0 .9 -  
0.8 -a
t 0 .7 -
V 0 .6  -
e 0 .5 -  
0 .4 -
V
a 0 .3 -
’ 0.2 -
u
e 0.1 -
£ Help Fun Past Learning
First-person interpretation only
Chart 70: Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
contributions at sites using both first-person and third-person interpretation (100)
CD Contributions of CIs Visitors' priorities overall CD Visitors' priorities at sites
0 .9 -
0 .8 -
^  0.6 -  
^ 0 .5 -  
V 0.4 - 
 ^ 0 .3 -  
„ 0.2 -
£ Help Fun Past Learning
Both 1st & 3rd-person interpretation
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The costumed interpreters at sites which use both first and third-person interpretation 
provide an experience which is better in terms of learning than those where first-person 
interpretation only is used for all visitors and the visitors at the two sites in this category. 
The costumed interpreters are also more helpful than visitors require, fall just short in 
terms of fun, and provide a considerably greater sense of the past (chart 70 - above).
The costumed interpreters at sites which use third-person interpretation only provide 
considerably more help than visitors require, fall short in terms of fun, provide a 
considerably greater sense of the past and less learning than is required for visitors 
overall and for visitors at the eight sites in this category (chart 71 - below).
Chart 71 : Comparison of visitors’ priorities at all sites (589) with costumed interpreters’ 
contributions at sites using third-person interpretation (389)
n  Contributions of CIs Visitors' priorities overall D  Visitors' priorities at sites
R
e 1 
' 0.9I 0.8
i 0.7
V
® 0.5
V 0.4 
 ^ 0.3
u
e 0.1
0.6
£ Help Fun Past Learning
Third-person interpretation only
There were no significant differences between the psychographic profiles of visitors at 
sites using first-person, third-person or both styles of interpretation (see appendix XIX for 
table 14K).
The best fit with visitors’ priorities overall is provided by sites which use both styles of 
interpretation (chart 70 - page 534). However, it should be noted that since the style of 
interpretation was a second order variable, the distribution of sites was not as carefully 
planned as those for the primary variables. The two first-person sites made a low overall
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investment in their costumed interpreters, whereas the groups of sites using third-person 
interpretation only (three high, three medium and two low) or both styles (high and 
medium) were more mixed in their investment profiles.
Ill] Summary of findings from visitor survey
The positively significant findings regarding the 147 visitors reporting learning as the 
overall contribution of the costumed interpreters are that they were at high overall 
investment sites; high training investment sites; high costume budget sites; and low 
costume management investment sites. They also tended to be at sites in the United 
States. Significantly more visitors who reported learning as the contribution made by 
costumed interpreters were aged between 21 and 40; held postgraduate qualifications; 
or were factfinders.
The negatively significant findings also suggest a pattern regarding the 147 visitors 
reporting learning as the contribution of the costumed interpreters. These visitors tended 
not to be at sites with a low overall investment profile; nor were they at sites with a low 
costume budget or those sites with a medium investment in costume management. They 
tended not to be at sites in the United Kingdom. Most of these visitors were not people 
who finished their education at high school and were not pastsearchers.
Despite site managers’ emphasis on costumed interpreters adding entertainment to the 
visitor experience, only 28 visitors identified fun as the costumed interpreters’ 
contribution to the visitor experience. There were no significant findings with regard to 
which sites they were at when they participated in the survey. Visitors did indicate that for 
them fun was a third priority (after learning and a sense of the past). Even though 
costumed interpreters did not add fun to the visitor experience in general, more than half 
of the funlovers (51 per cent) indicated that the costumed interpreters were very good 
and only 2 per cent said they were poor.
The only sites at which fun was identified as a contribution by costumed interpreters 
ahead of helpfulness were those with a high investment in training or where there is first- 
person interpretation only (and even at these sites, the visitors did not feel they had 
enough fun with the costumed interpreters). In the latter instance, a sense of the past 
came before learning in the list of contributions by costumed interpreters. A high 
investment in training is the only variable which brings costumed interpreters in line with 
visitors’ priorities for an historic site visit: first, to learn; second, to feel a sense of the past; 
and third, to have fun.
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One significant finding for those visitors who thought the costumed interpreters 
contributed a sense of the past is that there were more of them who were pastsearchers 
than funlovers, factfinders, helpseekers and pennypinchers. All the other significant 
findings regarding the 183 visitors who identified a sense of the past as the contribution 
of the costumed interpreters are negative. They were not at high overall investment sites, 
at medium training investment sites, at high pay sites, at high costume budget sites. They 
tended not to be with organised groups.
There seems to be a trade-off between the number of visitors who are learning from 
costumed interpreters and those feeling a sense of the past: as the former rises, the latter 
falls. At high overall investment sites, there were significantly more visitors who thought 
the costumed interpreters contributed learning and significantly fewer who believed they 
contributed a sense of the past. Similarly, at sites with a high investment in costume, 
significantly more visitors thought costumed interpreters contributed learning and 
significantly fewer visitors thought they contributed a sense of the past.
Since there was a great deal of intransitivity in the respondents’ responses to the paired 
comparisons, it was fruitful to examine the patterns in the data regarding those sites at 
which visitors were unable to identify a clear contribution by costumed interpreters. This 
revealed that of the 153 visitors who fell into this category, there were significantly more 
at medium training investment sites and high pay investment sites than other sites. There 
were significantly more of them in the United Kingdom. The visitors in this category 
tended to be those who left education after high school, were with an organised group, 
and made visits to historic sites rarely. They also tended to be helpseekers.
Visitors who tended to demonstrate clarity about what costumed interpreters contributed 
to their visit were at sites where training investment is high, at sites where pay is low, and 
in the United States. They were visitors between the ages of 21 and 40, had 
postgraduate qualifications, making occasional visits to historic sites.
These findings reveal that there are many relationships between what visitors gain from 
costumed interpretation and the level of investment in different elements of it. The 
meaningful relationships are set out in figure 91 (page 538).
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Figure 91: Summary of findings from visitor survey
Survey sites
Overall investment: high
Contributions of costumed Interpreters 
Learning Fun
all visitors (0 )
women (+)
21 to 40 years (++) 
postgraduates {++)
CIs were an attraction (+)
with family (++) 
occasional visitors (++)
A sense of the past
.all visitors (-)
Women {-)
21 to 40 years (-)
CIS were an attraction (-)
CIS were not an attraction (-)
occasional visitors (-)
Overall investment: medium ail visitors (0 ) all visitors (0 ) ail visitors (0 )
Cis were an attraction (++) 
with famiiy {+)
Overall investment: low ksll visitors (--) 
women (-)
21 to 40 years (--) 
postgraduates (-) 
with family (--) 
occasional visitors {--)
all visitors (0 ) aii visitors (0 )
Training investment: high
men (+)
41 to 60 years (++) 
graduates (+)
CIs were an attraction (+) 
with friends/partner (++) 
occasional visitors (+)
ail visitors (0 ) aii visitors (0 )
Training investment: medium ail visitors (0 ) aii visitors (0 ) i all visitors (-) ' 
men (-) 
graduates (-)
Cis were an attraction (-)
Training investment: low ail visitors (0 )
with friends/partner (-)
aii visitors (0 ) all visitors (0 )
Cis were an attraction (+)
Pay: high all visitors (0 )
21 to 40 years (+) 
postgraduates {+)
CIs not an attraction (-) 
with family (+)
aii visitors (0 ) lall j/isitprs (--) , i 
women (--)
high schooi {-) 
occasional visitors (--)
Pay: medium ail visitors (0 )
CIs were an attraction (-)
ail visitors (0 ) all visitors (0 )
Cis were an attraction (+)
Pay: low all visitors (0 ) 
graduates (+)
all visitors (0 ) aii visitors (0 ) 
high school {+)
Costume budget investment: high
women (+)
21 to 40 years (++)
CIs were an attraction (+) 
with family (++) 
occasional visitors (++)
1 ^ 1  aii visitors (0 ) laJlMsitors ( - )  
women (-)
21 to 40 years (-)
Cis were an attraction (-)
occasional visitors (--)
Costume budget investment: medium ail visitors (0 ) aii visitors (0 ) all visitors (0 )
21 to 40 years (+)
CIS were an attraction (++) 
with famiiy (+) 
occasional visitors (+)
Costume budget investment: low
1
sail visitors (--) 
women (-)
21 to 40 years (--) 
postgraduates (-) 
didn't know about CIs (-) 
with famiiy ( - )  
occasional visitors (--)
all visitors (0 ) all visitors (0 )
Costume management: high all visitors (0 ) all visitors (0 ) ail visitors (0 )
Costume management: medium all Visitors (--) ail visitors (0) 
men (--)
postgraduates (-)
CIs were not an attraction (--) 
didn’t know about CIs (-) 
occasional (-)
all visitors (0 )
graduates (-)
Cis were an attraction (--)
Costume management: low all visitors (0) all visitors (0)
men (+) 
women (+)
21 to 40 years (+)
postgraduates (++) postgraduates (-) 
cis were an attraction (-)
CIs were not an attraction (++) 
didn’t know about Cis (++)
with friends (+) 
with famiiy (+) 
occasional (++)
-  suggests a negative effect (99 per cent confidence)
- suggests a negative effect (95 per cent confidence)
_______________________________ 0 suggests no effect
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From this it can be seen that there is no significant positive correlation between a high 
investment in costumed interpretation and fun or a sense of the past but there is a 
correlation between a high investment in costumed interpretation and visitor learning.
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Chapter 12 
Discussion of findings
This chapter considers the findings of the initial survey, the costume management 
survey and the visitor survey in the context of previous comments and studies 
which are pertinent to historic sites and their management.
1 ) The initial survey
The maximum number of costumed interpreters employed at any site is 320, the 
minimum is one, and the mean is 25. However, only eight sites employed more 
than 120 costumed interpreters. This finding is in line with that of a survey of 
costumed interpretation at 25 sites in Ontario (Canada), which reported a range of 
120 to two (Tait, 1989b, 45). The average number of costumed interpreters 
employed at the 159 survey sites is 25; if the sample is a reliable representation of 
the population (385 sites according to the mapping study), there were 9,625 
costumed interpreters in paid employment at historic sites around the world in 
1998/2000. This is a sizable workforce. Managers of costumed interpretation and 
costumed interpreters themselves may wish to compare and contrast the terms of 
their employment with others doing similar work. The results of this survey provide 
the relevant data for this.
The majority of sites offer interpreters written contracts: for up to six months (25 per 
cent) or more than six months (27 per cent), while 46 per cent of sites provide no 
written contract (chart 14 - page 442). Nevertheless, the average length of service 
for costumed interpreters at the sites included in the survey is between one and 
three years (40 per cent for women; 39 per cent for men) or more than three years 
(40 per cent for women; 33 per cent for men). Most sites which participated in the 
initial survey are open all year (53 per cent); the other 47 per cent are open for 
parts of the year only. The fact that almost half of the sites are open for less than 12 
months a year and cannot offer their staff more than a season's work goes some 
way to explaining how a substantial proportion have contracts for up to six months 
and yet stay in the job for between one and three years or more. It is often assumed 
that the workforce at heritage attractions is temporary because of the industry’s 
seasonality but these survey results would seem to indicate otherwise.
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The results also suggest that full-time costumed interpreters are more numerous 
than part-timers, even though the job is often assumed to be predominantly part- 
time (Alderson and Payne Low, 1976,110).The working day (in contact with 
visitors) for costumed interpreters at 62 per cent of sites in the survey was between 
six and eight hours. The working week was more than 30 hours for the majority of 
women at 45 per cent of sites, while at 43 per cent of sites the majority of women 
work part-time (30 hours or fewer). At 49 per cent of sites the majority of men are 
employed for more than 30 hours a week; while 33 per cent work part-time (30 
hours or fewer). Taking the data for men and women together, a substantial 
minority work part-time but the majority of costumed interpreters work full-time.
Costumed interpretation is a profession dominated by women. Many sites (67 per 
cent) employ a majority of female interpreters. This may not be surprising given that 
one travel journalist, Christopher Rand, has described the ideal candidate for the 
job of interpreter as “a combined teacher, nurse, mother, diplomat, and geisha girl” 
(Alderson and Payne Low, 1976, 105).
Costumed interpreters turn out to be a more heterogeneous group than some of the 
literature suggests, especially with regard to age. The age range of costumed 
interpreters in general has been described as either between 21 and 35 years or 
over 60 years (Hawes, 1991, 92). The results show that the most common age 
group is between 21 and 30 years (28 per cent) but older age groups (ie over 51 
years) are in the minority (chart 10 - page 439). The second largest number of sites 
were those which could not indicate an age group which was in the majority, 
suggesting there is a mix of ages employed. The under-20s were also in a minority. 
Given the seasonal nature of the heritage market, the small number of youngsters 
is surprising. Work at historic sites fits well with the academic year but students do 
not appear to form a substantial proportion of the costumed interpretation work 
force. This may be because many sites wish to recruit more experienced staff than 
students are likely to be.
Experience of work with the public is the most important recruitment criterion (it was 
cited by 77 per cent of sites). Sites where the majority of costumed interpreters 
have a college or university degree (46 per cent) outnumber those where the
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majority have a no such qualification (38 per cent) despite the fact that only 18 per 
cent of sites indicated an academic degree was a highly important recruitment 
criterion. It is clear that most costumed interpreters are not actors since only 13 per 
cent of sites require experience of this kind of work when recruiting staff.
According to a conference of live interpreters, the interpreter must be supported for 
the task of interpretation by the organisation for which s/he works, in particular by a 
clear statement of his or her role^nd function (Price, 1993, 19). Job descriptions 
may be drafted to outline the organisation's priorities in this regard (Yale, 1991,
234). At 69 per cent of sites in the survey, costumed interpreters are issued with a 
job description but at another 30 per cent of sites, there is no statement of their role 
and function. This suggests that a large proportion of sites would do well to draw up 
a job description which helps the interpreter understand his/her responsibilities. 
“Few historical museums can afford the sort of intensive training and monitoring of 
guides and interpreters that is necessary for good ‘quality control’ in interpretation” 
(Porter, 1989, 50). It is difficult to assess the quality of training and evaluation 
offered from quantitative data regarding frequency alone. Nevertheless, the results 
of the initial survey do offer some benchmarks as to usual practice against which 
sites may compare their training and evaluation programmes for costumed 
interpreters.
The literature review suggested that annual training is all that many sites offer (see 
chapter seven) and the results of the initial survey show that this takes place at 31 
per cent of sites, where it may be the induction training offered at the beginning of 
each season. However, the majority of sites (62 per cent) offer training more 
frequently than this. Most sites provide between one day and a week of induction 
training (46 per cent of sites) or between one week and a month (another 46 per 
cent of sites). Thereafter, regular training is offered at a quarter of all sites - either 
monthly (23 per cent) or quarterly (24 per cent). Topics regarded as highly 
important are; information about exhibits and the site and site orientation (both 
mentioned by more than 80 per cent of sites in the survey); communications skills 
and information on interpretive aims (mentioned by more than 75 per cent of sites). 
Training techniques regarded as highly important are: managers’ observation of 
recruits, lectures from curators or experts (at 75 per cent of sites) and participatory 
workshops (at 68 per cent of sites).
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The importance of evaluation was highlighted in the literature review. It is 
interesting that 75 per cent of sites rated managers’ observation of recruits as 
highly important in the initial survey and a large proportion of sites (46 per cent) 
does undertake frequent evaluations: quarterly (21 per cent of sites); monthly (11 
per cent); weekly (6 per cent); or daily (8 per cent). However, almost as many sites 
undertake staff evaluations only once a year (45 per cent of sites). It has been 
recommended that more than one evaluation technique be used (Reiss, 1984, 14) 
and this is the case at most of the sites in the survey (80 per cent). The three most 
popular methods are casual observation by managers (85 per cent), an oral 
test/examination (59 per cent), and formal observation (53 per cent). However, 
casual observation is not as likely to focus on goals for improvement in staff 
performance and attitude as formal observation is (Reiss, 1984,14). Good practice 
in evaluation includes the development of a scale, testing the validity of the scale, 
and gathering visitor responses as part of the overall assessment of an interpreters’ 
competence (Parsons, 1997). Visitor feedback was reported as an evaluation 
method only among the miscellaneous category (16 per cent) which also included 
peer review and mentoring. There seems to be a general willingness to undertake 
evaluation of costumed interpreters among site managers but the findings of this 
survey suggest it is not yet properly developed in terms of goal setting and 
measurement methods.
This finding raises the issue of accuracy. If a process of formal evaluation is not 
usual, how do site managers know that interpreters are providing information with 
integrity? Scripts are one solution to this difficulty and the debate about them (they 
guarantee accuracy but lack spontaneity) was summarised in chapter seven. The 
results of the initial survey suggest that scripts are not used at the majority of sites. 
Scripts are a highly important training tool at just 40 per cent of sites (chart 22 - 
page 449). Only 11 per cent of sites reported their costumed interpreters giving a 
scripted presentation or tour (chart 17 - page 446). This suggests that even where 
scripts are used in training, interpreters are not expected to repeat them verbatim.
Another method of control which encourages spontaneity is the issuing of 
interpretive guidelines. These were reported at 27 per cent of sites; while an 
improvised tour or presentation was the primary form of interaction with visitors at
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28 per cent of sites. Even at the 51 per cent of sites where interpreters demonstrate 
crafts, trades or similar, it is noteworthy that most sites see their primary function as 
the presentation or conversation they provide while demonstrating rather than the 
demonstration itself. If scripts are not common, there must be an emphasis on 
improvisation. In this context it has been suggested that historic site staff must be 
primarily responsible for the development of their own material (Pearce, 1984, 142; 
Lingle Pond, 1993, 23; Foley, 1996, 301). However, individual research projects 
were identified as being highly important at just 36 per cent of sites.
It is frequently the case that service providers are underpaid (Mattson, 1994, 46): 
“Wages paid to interpreters in historic sites have been notoriously low (Alderson 
and Payne Low, 1976, 111). The highest daily rate for male and female costumed 
interpreters was US$136, while the lowest was US$11. The mean daily wage for 
men is US$57 (based on 135 sites), while the mean daily wage for women was 
US$55 (based on 143 sites). One suggestion for deciding the salaries of 
interpreters is to ensure they match those offered to teachers with comparable 
education and experience (Alderson and Payne Low, 1976, 111). Using the 
average figures for guidance, costumed interpreters may earn a salary of 
approximately US$20,440 (for a full year's work). This is considerably lower than 
the salary for a newly-qualified (ie inexperienced) teacher in the United Kingdom, 
who earns US$23,255 (Department for Education and Skills, 2002, chart 1).
Another way of comparing pay for costumed interpreters is by expressing it as a 
multiple of the site’s admission price. On average, sites pay costumed interpreters 
11 times the admission fee to their site. The biggest proportion of sites (42 per cent) 
pay staff up to seven times the admission fee to the site (chart 24 - page 451). 
These data provides a means by which site managers may compare their 
costumed interpreters’ pay with that at other similar sites.
Evidence of costume budgets at historic sites is rare. The range calculated from 
United Kingdom sources was from US$145 (Cliffe, 1987, 9) to US$1,450 
(Bateman, 1987, 4) for one suit of clothes. The results of the initial survey show that 
the budget for a complete costume at 159 sites worldwide ranges from US$8 to 
US$5,000, while the average is US$462. Another way of comparing costume 
budgets is by expressing them as a multiple of the site’s admission price. This
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shows the average investment in a costume is 92 times the admission price to the 
site. The biggest single group of sites comprises those where investment in a single 
costume is up to 40 times the admission price (43 per cent).
The initial survey provided clear evidence of why sites had introduced costumed 
interpreters (chart 7 - page 434). The reason which was chosen most frequently 
was “to improve the educational value of the visit” which was ranked highly 
important by 82 per cent of sites. Second on the list of important reasons for 
introducing costumed interpreters was to improve the entertainment value of the 
visitors' experience. Relevant too was the hope of attracting more visitors to the site; 
at 59 per cent of sites this was highly important. Another reason for introducing 
costumed interpreters was to improve value for money for visitors (42 per cent). 
Improving customer care in general was highly important in the decision to employ 
costumed interpreters at 39 per cent of sites. The site managers in the initial survey 
also indicated that they believed the costumed interpreters contributed to their site’s 
success by improving the educational value of the visit (89 per cent), improving the 
entertainment value of visit (74 per cent), improving value for money (67 per cent) 
and attracting more visitors to the site (64 per cent) and improving customer care in 
générai (62 per cent) (chart 8 - page 435). These five dimensions of the visitor 
experience emerged as the dominant ones in the decision to employ costumed 
interpreters.
Although 68 per cent of sites conducted visitor satisfaction surveys, few of these 
asked specific questions which measured the educational, entertainment, 
promotional, value-for-money or customer care contributions of costumed 
interpreters. This finding was in line with a telephone survey of 23 costumed 
interpretation sites in Ontario (Canada), in which the majority of site managers 
interviewed cited “strong, positive visitor reactions” to costumed interpreters but had 
no evidence from visitor surveys to support their assertions. At 11 sites, the 
managers went so far as to say they could not imagine the site without costumes 
despite the lack of hard evidence to support their confidence (Tait, 1989b, 57).
It was this strength of conviction as to the benefits of employing costumed 
interpreters and the lack of hard evidence to substantiate it that prompted the next 
phase of the study. However, before a wide-ranging visitor survey could be
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undertaken, two interim studies were necessary to explore costume policies in 
more detail and make some preliminary enquiries into visitors' perceptions of 
costumed interpreters.
2) The costume management survey
Costume management resources at most sites consist of advisory or indirect 
curatorial involvement (49 per cent of sites), although at a significant proportion of 
sites their role is supervisory (38 per cent). The largest proportion of sites expect 
the costumed interpreters to look after their own costumes (39 per cent), although 
where this is not the case sites tend to be employ one or two maintenance staff (35 
per cent). There is a significant minority of sites (20 per cent) which employ no 
maintenance staff, even though the costumed interpreters are not wholly 
responsible for maintenance.
Accuracy in costume was measured using a scale based on the number of modern 
items which would be avoided if possible. Analysis of the costume management 
questionnaire showed that at the largest proportion of sites (45 per cent), three to 
five inaccurate items (such as spectacles or modern shoes) are worn, although at 
38 per cent of sites as few as two inaccurate items are worn (chart 27 - page 455).
The role of curatorial staff in the design, production and management of costumes 
does not seem to be a straightforward one. High involvement does not necessarily 
produce high costume accuracy (in terms of the number of inaccurate items 
permitted in costumed interpreters' dress); indeed, medium involvement seems to 
produce high accuracy. There are a number of possible reasons for this: curators at 
historic sites are not necessarily costume specialists and their supervisory role may 
not be sufficiently expert; even textile historians are not necessarily versed in the 
practicalities of costume making; curators may have many office-bound jobs as well 
as the responsibility of directly supervising costumed staff, making it difficult to 
enforce strict costume regulations; and those sites where they take an advisory 
rather than a direct role may be the ones which employ staff or costume managers 
who undertake regular supervision of the staff, making it easier to enforce 
regulations.
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There seems to be some link between the level of curatorial involvement with 
costume management and the regularity with which evaluation of interpreters’ 
appearance is undertaken. Sites with high curatorial involvement are more likely to 
do this quarterly or more frequently than sites with medium or low levels of 
curatorial involvement.
Although attitudes seem to be positive overall (chart 33 - page 458), significantly 
more sites with a medium investment in general training encourage a positive 
attitude towards wearing costume among staff than sites with a low general training 
investment (table 11 - page 463), although training in costume matters (which took 
place annually or never at 78 per cent of sites) did not seem to be significant in this 
regard.
3) The visitor survey
Comparison of the characteristics of the 589 respondents with published profiles of 
visitors to historic sites revealed that they were a typical cross-section except for 
there being more women than men (usually the opposite is true) and there being 
more 21 to 40-year-olds than is usual. It has been suggested that costumed 
interpretation appeals to people who are not habitual visitors to heritage sites 
(Herbert, 1989b). However, the profiles of visitors to the 12 sites in this survey 
conformed to those of the traditional visitor (for example, the majority were 
educated beyond minimum school-leaving age and half were in famiiy groups).
This is consistent with the findings of a survey at Caerphilly Castle in Wales during 
which visitor profiles on costumed event days were compared with those on non- 
event days. Although more local people attended the site on the former, their 
sociodemographic profile was the same as those attending on non-event days. 
Specifically, manual workers and the under-30s did not attend; and families were 
no more likely to visit on event days than on non-event days (Light, 1996, 187-188).
The fact that most visitors rated their visits and/or the costumed interpreters as very 
good (62 per cent) or good (31 per cent) is consistent with “the well documented 
positivity bias in tourist satisfaction responses”; in this context, it has been argued 
that “a middie range rating is tantamount to disapproval in a tourist setting” (Pearce,
1988,117). Visitors who said their visit and/or the costumed interpreters were
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neither good nor bad (5 per cent) may therefore be regarded as dissatisfied.
Adding all the undecided and negative responses suggests that only seven per 
cent of visitors were dissatisfied with their visits.
Visitors' priorities for visits to historic sites were as foliows: learning was the first 
priority for 43 per cent of visitors; having fun was the first priority for 25 per cent of 
visitors; and feeling a sense of the past was the first priority for 23 per cent of 
visitors. This finding is consistent with the results of a study into visitors’ perceptions 
of the important components of a visit to an urban heritage park. Eleven key 
dimensions of a visit (from the 74 offered) were identified by 320 respondents. 
Although “extensive leisure provision and social opportunities” (a dimension not 
included in this costumed interpretation study) was at the top of the list, the 
researcher reported “entertainment and conviviality” and “history and education” as 
the dominant themes of the heritage park (Schofield, 2001, 187).
Building a scale using visitors’ second, third, fourth and fifth priorities in addition to 
their first priority reveals the following ranks of importance: learning something is 
the top priority, feeling a sense of the past is second, and having fun is the third 
priority. Helpfulness and value for money were fourth and fifth priorities respectively 
(chart 34 - page 469). Site managers’ aims for costumed interpretation as revealed 
in the initial survey were not quite in line with the visitors’ priorities. The site 
managers identified education, entertainment, attracting more visitors, value for 
money and helpfulness in that order of priority. Feeling a sense of the past was not 
mentioned at that stage of the survey (chart 7 - page 434).
Value for money was the lowest priority for visitors at all categories of sites. This 
finding is consistent with the results of a study into visitors’ perceptions of the 
important components in a visit to an urban heritage park. Included in the list of key 
dimensions to the visit but occupying the lowest position was value for money 
(Schofield, 2001, 187).
The majority of visitors described the costumed interpreters as very good (54 per 
cent); there were 32 per cent who thought they were good (chart 38 - page 477). A 
further 13 per cent felt they were neither good nor bad. One per cent considered 
them poor. If an undecided response is tantamount to expressing dissatisfaction (as
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suggested above), the costumed interpreters did not provide as overwhelmingly 
satisfactory an experience as the visit as a whole. Adding the undecided and 
negative responses shows that 14 per cent of visitors were dissatisfied with the 
costumed interpreters.
Site managers in the initial survey suggested that costumed interpreters are 
effective in attracting visitors to the site: 59 per cent of respondents indicated that 
this was a highly important reason for the introduction of costumed interpreters and 
64 per cent said they contributed to the success of the site in this way. The visitor 
survey showed that 44 per cent of visitors did not know there were costumed 
interpreters at the sites before their visits. It is interesting to compare this finding 
with that of a study at the Canadian Museum of Civilization in 1992 which showed 
that 89 per cent of visitors were not aware that there was live interpretation 
available prior to their visit (Rubenstein, 1993, 115). This suggests that promotional 
campaigns need to be carefully designed to provide visitors with relevant 
information.
A significant minority of visitors (24 per cent) suggested that the costumed 
interpreters had attracted them to the site. For these visitors, costumed 
interpretation acts as “a primary nucleus"; an attribute which is influential in their 
decision to visit (Leiper, 1990, 374). The implications of this finding are that sites 
with costumed interpreters may profit from identifying the characteristics of these 
visitors and targeting them more strongly in their promotional campaigns in order to 
attract more of them. However, most of the characteristics of visitors examined in 
this study (sex, education, social group, frequency of visiting and psychographic 
profile) did not identify visitors who were significantly predisposed to costumed 
interpreters. Only significantly more visitors aged between 41 and 60 or those who 
were at Canadian sites reported that they were attracted by the presence of 
costumed interpreters and significantly fewer of them were unaware of them. This 
suggests that Canadian sites are more successful at promoting their costumed 
interpreters and that once potential visitors know about them, they are attracted by 
their presence (table 15E - appendix XIX). Sites in the United Kingdom had 
significantly more visitors who did not know about the costumed interpreters, which 
suggests that their promotional efforts are not as effective as those employed 
elsewhere. Another 32 per cent of visitors said the presence of costumed
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interpreters was not important in the decision to visit the site. This suggests that the 
pulling power of costumed interpreters is not as universally effective as site 
managers believe.
Significantly more visitors to sites using first-person interpretation only reported 
being attracted by the costumed interpreters. This may reflect a greater emphasis 
on their presence in promotional material since first-person sites are frequently 
advertised as opportunities to “go back in time” (Pearce and Moscardo, 1985). A 
pertinent finding from a study at the Henry Ford Museum and Greenfield Village is 
that if visitors are at a site which purports to have interpreters in costume, they are 
very disappointed if this is not the case (Adams, 1989). While this may seem a 
common sense observation, it has repercussions for the ratio of costumed staff to 
historic area; their visibility (if they are in the buildings they are less visible than on 
the street); their behaviour (are they actively welcoming visitors or busy doing 
something eise?); and how actively the site promotes the presence of costumed 
interpreters. Only one questionnaire in this visitor survey had extra comments 
written on it. The respondent made just this complaint; that she was disappointed to 
find so few costumed interpreters.
The initial survey of site managers identified four further reasons for employing 
costumed interpreters: education, entertainment, value for money, and customer 
care. A qualitative survey of visitors at two sites in the United Kingdom revealed that 
feeling a sense of the past was an important contribution to the visitor experience 
by the costumed interpreters which the initial survey had failed to discover (see 
appendix XI). Education, entertainment and a sense of the past emerged as the 
most relevant. These three factors became the focus of analysis for the visitor 
survey.
A comparison between visitors' priorities and costumed interpreters’ contributions 
over all 12 survey sites confirms that visitors are not receiving exactly what they 
want. They recorded more helpfulness, less fun, more of a sense of the past and a 
little less learning than was required (chart 37 - page 476).
None of the three overall investment profiles compared here (high, medium and 
low) ensures that costumed interpreters meet all of the visitors’ requirements
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measured in the visitor survey, although a high overall investment profile produces 
significantly more visitors who perceive learning as the benefit gained (table 16 - 
page 480). A low overall investment profile is the worst at meeting visitors' 
requirements, faliing short on both fun and learning (chart 43 - page 487). A high 
overali investment profile ensures that costumed interpreters contribute sufficient 
helpfulness and sense of the past but falls short with regard to learning and fun 
(chart 41 - page 486). A medium overall investment profile (chart 42 - page 487) 
ensures that costumed interpreters contribute sufficient helpfulness, sense of the 
past and learning but fail short in terms of fun and this appears to provide the best 
fit of the three profiles. The overall investment profile is a combination of investment 
in training, pay and costume budget. Since a site need only be a high investor in 
two out of these three investment areas, it is difficult to characterise a medium 
overall investment site, it is more instructive to examine each investment area in 
more detail.
I] Investment in pay for costumed interpreters
High investment in pay has no positive direct effect on visitors’ perceptions of 
learning, fun, sense of the past or value for money. High pay did have a significant 
positive effect on visitors’ perceptions of staff helpfulness (table 18 - page 497).
Low investment in pay produces costumed interpreters whose contributions are the 
best fit with visitors’ requirements overall, although they still fall short in terms of fun 
and learning (chart 51 - page 504). Low pay in the context of this survey is a daily 
fee of up to seven times the admission price to the site. The fact that both high pay 
(15 times the admission price to the site or more) and medium pay (up to 14 times 
the admission price to the site) investment fall short of visitors’ requirements for fun 
and learning too suggests that pay is not a very important criterion in producing 
costumed interpreters whose contributions serve the visitors’ requirements (chart 
49 - page 502 and chart 50 - page 503). The largest proportion of sites (66 sites) in 
the initial survey of 159 sites reported a low rate of pay for costumed interpreters. At 
36 sites and at 43 sites, pay was high and medium respectively. If site managers 
wish to maximise visitors’ perceptions of staff helpfulness, they would be advised to 
invest in a daily rate of pay which is at least 15 times the admission fee to the site (a 
maximum of of US$136, a minimum of US$32 and an average of US$65 for the 
sites in the initial survey). However, in terms of education, entertainment and a
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sense of the past (which were identified as the highest priorities for visitors and site 
managers), investment in training rather than higher pay may be more worthwhiie 
(see below).
There are two sets of factors which affect people in the workplace according to 
motivation theory (Herzberg, 1968): the “hygiene” factors such as salary, working 
environment and company policy; and the “real” motivators. The former do not 
actively motivate staff but act as “demotivators” if they are not pitched correctly. The 
latter are of an aspirational nature and include such things as responsibility, the 
opportunity to achieve and advance, and job satisfaction (Voase, 1995, 13). The 
results of this survey may endorse the notion that salary is not a primary motivator 
for costumed interpreters and that aspirational aspects of the job are more 
important. However, it is noteworthy that pay pitched at the wrong level may act as 
a demotivator: “A salary that is too low, after all, demeans both the site and the 
interpreter, to the disadvantage of both” (Alderson and Payne Low, 1976, 111). This 
suggests that managers of live interpretation would do well to ensure that their pay 
scales for interpreters are in line with the average for the sector. The results of this 
survey provide some guidance for site managers in setting wages in line with other 
sites in order to avoid demotivating staff. The results of this survey also highlight the 
relative unimportance of investment in pay compared to investment in training, 
which might be regarded as an aspirational aspect of the job.
Pay appears to be a direct influence on visitors' perceptions of costumed 
interpreters’ helpfulness but no other aspect of the experience. This has 
repercussions for sites which use volunteers rather than paid staff. Researchers 
investigating the visitor experience at the Black Country Museum in Dudley (United 
Kingdom) recommended participation by local schoolchildren, their teachers and 
parents in roleplaying to add novelty and authenticity for visitors (Beeho and 
Prentice, 1996, 487). However, their characterisation of volunteers as “wandering 
around in costume” and children enjoying themselves as they “play in the streets of 
the village” may leave a great deal to be desired in terms of the helpfulness visitors 
experience. However, the use of volunteers may be less questionable if they are 
well trained.
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II] Investment in training for costumed interpreters
Significantiy more visitors reported learning from the costumed interpreters at high 
training investment sites than those with medium or low training investment profiies. 
A comparison between visitors' requirements and visitors’ perceptions of the 
costumed interpreters’ contributions reveals that high training investment sites 
produce the best match (chart 45 - page 494). A medium or low investment in 
training produces costumed interpreters who do not contribute sufficient fun or 
learning (chart 46 - page 495 & chart 47 - page 496). A high investment in training 
consists of between one and three months of induction training, daily or weekly 
further training, and/or daily or weekly evaluation of costumed interpreters. There 
were only nine sites in the initial survey of 159 sites which had a high training 
investment profile (6 per cent). It seems reasonable to conclude that few sites are 
therefore achieving the good match with visitors’ requirements which was observed 
for high training investment sites in this visitor survey. There were 77 sites (48 per 
cent) with a medium investment in training and 73 sites (46 per cent) with a low 
investment in training in the initial survey. For both these categories of training 
investment, learning and fun fall short of visitor requirements. These results suggest 
that at the vast majority of sites with costumed interpreters (94 per cent), visitors’ 
requirements for learning and fun are not being met because of a lack of 
investment in training for costumed interpreters. For significantly more visitors to 
learn (the priority identified by site managers and visitors), investment in training 
must consist of between one and three months of induction training, daily or weekly 
further training, and/or daily or weekly evaluation of costumed interpreters.
III] Investment in costume budget
At sites with a high investment in costume budget, significantly more visitors 
reported learning as the contribution made by the costumed interpreters (table 19 - 
page 507). Nevertheless, a medium investment in costume budget provides the 
best fit with visitors’ priorities overall (chart 57 - page 513), including more learning 
than visitors require. The recommended minimum investment in each costume 
suggested by the medium profile, is between 41 and 80 times the admission fee to 
the site. There were 75 sites in the initial survey of 159 sites (47 per cent) which 
reported a medium or high investment in the costume budget. This suggests that 69
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sites (43 per cent) have too low a costume budget to ensure a good match between 
the contributions of costumed interpreters and the visitors’ requirements overall. 
Only 43 sites (27 per cent) had a sufficiently high investment (more than 80 times 
the admission price) in the costume budget for significantiy more visitors to report 
learning as the costumed interpreters’ contribution.
For significantly more visitors to learn, investment in a costume must be at least 80 
times the admission price to the site. The maximum costume budget in real terms 
for all sites spending more than 80 times the admission price was US$5,000, the 
minimum was US$200 and the average was US$983. The recommendation 
arising from this study is that sites which prioritise learning should aim to invest at 
least US$983 or at least 81 times the admission price to the site (whichever is the 
greater) in a complete outfit for a costumed interpreter.
Those sites which find this minimum prohibitive for all their staff may find it more 
manageable to invest in fewer more accurate costumes and clothe other 
interpreters in uniform or civilian dress as do a number of historic sites in Ontario 
(Canada). Expensive costumes could be reserved for interpreters who play 
characters or inhabit room settings and uniforms provided for interpreters who lead 
tours or stand on the visitors’ side of rope barriers (Tait, 1989b, 47).
IV] Investment in costume management
The best fit between visitors’ requirements and the contributions of costumed 
interpreters was at high costume management investment sites, where only fun fell 
short by a small margin. Significantly more visitors reported learning as the 
contribution of the costumed interpreters at low costume management investment 
sites (table 20 - page 517). The costumed interpreters at the medium costume 
management investment sites did not sit between the high and low sites but 
performed worse than the latter, falling short of visitors’ requirements in terms of 
both fun and learning. It is not easy to define high, medium and low costume 
management investment since it was calculated according to eight factors (from 
curatorial involvement in costume design, wearing and production to staff attitudes 
towards wearing costume). However, the lowest third of the 89 sites in the costume 
management survey scored between 22 and 18 on these eight factors; this
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accounted for 24 sites. The middle third (33 sites) scored 16 or 17. The top third (32 
sites) scored 16 or fewer. According to the results of this survey, sites which score 
16 or 17 on the costume management questionnaire are likely to have significantly 
more visitors who report learning as the contribution of the costumed interpreters. 
This finding does not make a great deal of sense and must be treated with caution.
The positive correlation between a low investment in costume management and 
significantly more visitors reporting learning as the main contribution of the 
costumed interpreters is a curious result. The difficulties it poses probably have 
their roots in the collection of data during the costume management survey, both in 
the design of the research instrument and the way the data it generated were used 
to categorise sites for the visitor survey. One possible source of confusion was that 
some questions referred to resources (such as the number of maintenance staff 
employed), while others referred to factors which were dependent on those 
resources (such as whether staff have a negative or positive attitude to wearing 
costume). There is also the possibility of misinterpretation of the questionnaire by 
respondents by, for example, answering the questions with regard to the costume 
policy rather than costume practice and vice versa. This was hinted at by one 
respondent who added the note “not supposed to” against the marked list of 
modern items worn by costumed interpreters (site 80).
For the purposes of analysis, the answers to all eight of the closed questions were 
given scores which, when added together, provided a costume management score 
for each site. This may have contributed to a less rational categorisation of the 
survey sites than was intended. The calculation of a costume management score 
based on the answers to eight questions was in sharp contrast to the way data from 
the initial survey were used to define categories of investment in training, pay and 
costume budget. The latter were relatively simple. Both costume budget and pay 
categories were based on answers to one question in the initial survey. Training 
was based on answers to three questions in the initial survey. The scale for training 
investment was constructed by reference to three factors: length of induction 
training, frequency of training thereafter, and frequency of evaluation. Pay and 
costume scales were constructed by reference to one factor only - daily wage and 
costume budget. The costume management scale included eight factors from 
curatorial involvement in design to staff attitudes to wearing costume. Low, medium
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and high in this context may been too simple a scale on which to reflect the 
complexity of the costume management issues.
It is noteworthy that the sample of sites included in the visitors’ survey were in the 
top two thirds of the range of costume management scores. Sites in the lowest third 
were excluded from the visitor survey by accident rather than design since the 
sample was constructed to control for overall investment before the costume 
management survey was completed. All the sites in the visitors’ survey achieved a 
costume management score within the range nine to 17 and had a mean of 14. 
These values were higher than the costume management scores for the costume 
management survey as a whole. This range was from nine to 22 and the mean was 
16. If sites with costume management scores as poor as 22 had been included, the 
pattern of visitor responses reported might have been more rational.
A close examination of the data from the costume management survey for the 12 
visitor survey sites revealed that only two of the eight costume management factors 
are common to three of the four low costume management investment sites and are 
not the case at any of the three high costume management investment sites. First, 
at the majority of low costume management investment sites in the visitor survey, 
the curator’s role is medium (an advisory or indirect role) while most high costume 
management investment sites have curators with a high involvement (a supervisory 
role) in costume design, making and wearing. The correlations of the costume 
management survey show that sites with a high level of curatorial involvement are 
not significantly better at costume accuracy, the frequency of costume evaluation, 
costume maintenance or costume training than the low costume management 
investment sites. This is not likely to reflect a meaningful difference between the 
high and low investment sites.
The only other factor common to the low costume management investment sites 
which is not the case at most of the high costume management investment sites is 
the lack of paid staff to maintain the costumes. There are up to three paid 
maintenance staff available to look after the costumes at all the high costume 
management investment sites, whereas at all but one of low costume management 
investment sites, there is no such staff. It seems that the interpreters are expected to 
maintain their own costumes either by planning or default at the majority of low
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costume management investment sites. The visitor survey suggests that sites which 
achieve significantly greater learning are those with no maintenance staff. This may 
suggest that at sites where costumed interpreters look after their own costumes, 
they take pride in their appearance, and ensure they are weli presented. At sites 
where costume maintenance is undertaken by site staff, there may be a lack of 
resources available (staff time, budgets for laundry etc) or the staff have less 
interest in making the costumes look presentable. The costume management score 
was calculated on the basis that interpreters looking after their own costumes 
represented a lack of investment by the site. This did not account for the possibility 
that staff who maintain their own costumes may invest time and money in their 
personal appearance. Extra comments by site managers on the costume 
management questionnaires stressed many sites are conscious that their costume 
management requires improvement. However, it seems that making interpreters 
wholiy responsible for the maintenance of their costumes may help visitors learn.
It is interesting to note that the contributions of costumed interpreters at high 
costume management investment sites provided the best match with visitors’ 
requirements overall (chart 63 - page 523) but this must be set against the 
problems identified above.
VI] The visitor
National differences are sometimes cited as the reason why costumed 
interpretation is more appropriate in North American heritage sites than in British 
ones (Burcaw, 1980, 5; Bicknell and Mazda, 1993,12). The resuits of this study 
suggest that most visitors in Canada, Sweden, the United Kingdom and the United 
States prioritise learning. The only significant differences are among the minorities 
who prioritise other aspects of their visits: significantly more Swedes prioritise 
having fun and value for money, while fewer prioritise a sense of the past; and 
Canadians prioritise a sense of the past (see appendix XIX for table 14E).
Significantly more visitors reporting learning were at the United States sites than 
were at sites in other countries and significantiy fewer of them were at the three 
sites in the United Kingdom (table 22 - page 529). One possible reason is that more 
visitors in the United States are familiar with the genre of costumed interpretation
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and understand how it works, although this argument might apply equally well to 
Canadians. A study at the London Science Museum (United Kingdom) suggested 
that “Americans seemed willing to participate, and we assume this is because they 
have already learnt this new convention of socialising with people from the past at 
a variety of heritage sites” although there were no data to support this assertion 
(Bicknell and Mazda, 1993, 12). The genre of costumed interpretation is sufficiently 
new in the United Kingdom for the majority of visitors to lack familiarity with it. The 
fact that significantly more visitors to United Kingdom sites were unaware of the 
costumed interpreters before their visit and reported no clear contribution by them 
suggests that it is not as weli established here as on the other side of the Atlantic. 
Only visitors to Canadian sites reported that costumed interpreters were an 
attraction (table 15E - appendix XIX) in significantly more numbers than visitors at 
sites in the other countries.
It has been asserted that “visitors come primarily for an experience not an 
education” (Hein, 2001, 8). Commentators are often ready to dismiss the notion that 
visitors want to learn or that they do learn at historic sites: “A widely propagated 
myth, which has been fuelled by visitor surveys, is that people visit heritage sites to 
learn, yet studies show that visitors do not appear to learn very much” (Markwell, 
Bennett and Ravenscroft, 1997, 97; Miles, 1986). However, there are analyses 
which suggest visitors fall into three groups: a small, highly motivated group of 
people who will learn in any circumstances; a small group who will not be 
interested in any sort of educational experience; and a large intermediate segment 
with varying willingness to learn from their visit who can be motivated to do so to 
some degree (Miles, 1986; Herbert, 1989b; Light, 1995a, 129). The literature 
review highlighted the importance of distinguishing between formal learning (which 
visitors do not want) and informal learning, which they do require (see chapter 
three). A survey of visitors to Blists Hill at Ironbridge (United Kingdom) showed that 
a majority of visitors required informal learning as part of their day’s visit to the site 
and 73 per cent agreed that they could “learn more about history from a museum 
such as this as opposed to traditional museums and heritage sites” (Coulthard, 
1997, 58 & 62).
That visitors want to learn is supported by the evidence from this study. However, it 
also reveals that even at sites where significantly more visitors prioritised other
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aspects of the visit (for example, there were significantly more funlovers at the four 
low costume budget investment sites), the costumed interpreters still failed to 
contribute sufficient learning for them (chart 58 - page 514).
It has been suggested that there may be demographic characteristics which make 
visitors more likely to learn during a visit to a heritage attraction - for example, age, 
social class, and motivation (Prentice and Light, 1994, 217). Some research 
suggests that learning is a stronger motivator for women than for men 
(Roggenbuck, Loomis and Dagastino, 1990, 121). However, in this visitor survey, 
significantly more factfinders were men than women and correspondingly, 
significantly fewer women were factfinders (table 14 - page 471). Educational 
background, in particular, affects learning at heritage sites, according to some 
studies: of those who learned more at Discovery Point, 35 per cent had further or 
higher educational qualifications, while only 18 per cent of those learning more had 
no formal qualifications (Prentice, Guerin and McGugan, 1998, 17). Significantly 
more visitors who reported learning as the contribution made by costumed 
interpreters in this study heid postgraduate qualifications and significantly fewer of 
them finished their education at high school (see appendix XIX for table 21V). Age 
was a significant factor in this visitor survey: significantly more factfinders were 
aged 61 or over (see appendix XIX for table 14A) but significantly more visitors who 
reported learning as the contribution made by costumed interpreters were aged 
between 21 and 40 years (see appendix XIX for table 21U).
A survey in Virginia revealed that travellers with a specific interest in history were 
more family orientated and education orientated in their activities than other visitor 
groups. “Fun is secondary to learning for this group. Historians travel to increase 
their knowiedge of people, places and things. Beyond this, they travel to a great 
extent for their children’s benefit” (Solomon and George, 1977,17). This study 
revealed no positively significant findings with regard to visitors’ social groups and 
the priority they placed on learning (see appendix XIX for table 14C) or their 
perceptions of learning as a contribution by the costumed interpreters (see 
appendix XIX for table 21W).
Visitors’ characteristics in terms of sex, education and age for which there were 
significant findings in relation to learning should not overshadow the fact that
559
most of the visitors prioritised learning (chart 34 - page 469) and most visitors 
identified a sense of the past as the outright contribution of the costumed 
interpreters (chart 36 - page 475). Overall, costumed interpreters contribute more 
helpfulness, less fun, more of a sense of the past and a little less educational 
benefit than visitors require (chart 37 - page 476).
There are undoubtedly visitors who conform to the travel “career ladder” (Pearce, 
1988, 29 - figure 50, page 276). Once lower order needs are satisfied by facilities 
such as toilets and car parks, some visitors seek informal learning, probably as a 
route to self-actualisation. Such a hierarchy has been demonstrated by tourists on 
bus tours around Washington (United States) (Dunn Ross and Iso-Ahola, 1991,
235). However, another route to self-actualisation proposed by the travel career 
ladder is authenticity: “Perceived authenticity is the best predictor of visitor 
satisfaction” (Pearce, 1988, 77). The literature review began with a discussion of 
this troubled term, for which four different meanings have been identified in tourism 
texts: an objective authenticity (as used by curators in judging an object - original or 
otherwise); a constructivist authenticity (which acknowledges many authenticities 
constructed by individuals from their unique perspectives); a postmodernist 
authenticity (which sets the real and the fake side by side as valid experiences for 
the playful tourist); and an existential authenticity (which acknowledges the visitors' 
search for extraordinary experiences which help them find their true selves) (Wang, 
1999). Thus, the visitor seeking a sense of the past may be searching for 
verisimilitude with a past as described by historians and archaeologists, a personal 
version of the past based on those sources with which s/he is familiar (such as film, 
television and historical novels), a playful past which s/he enjoys as a fake for the 
fun of it, or an experience which elevates him or her above the everyday and 
provides a vision of his or her true self. This multiplicity of authenticities has been 
acknowledged in relation to the management of heritage sites by the World 
Heritage Convention (UNESCO, 1994).
This research has identified a component of the visitor experience at historic sites 
which visitors themselves expressed (initially in the qualitative survey undertaken 
at two historic sites in the United Kingdom): the desire to experience “a sense of the 
past”. It seems reasonable to assume that the “sense of the past” visitors require is 
one or more of these different notions of authenticity. While it is beyond the scope of
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these findings to suggest which one, it does demonstrate that significantly more of 
those seeking this authenticity - the pastsearchers - were female (table 14 - 
appendix XIX), aged between 41 and 60 years (table 14A - appendix XIX) or 
visiting alone (table 14C - appendix XIX). However, none of these visitor 
characteristics are significant in relation to visitors' perceptions of what the 
costumed interpreters contributed to their visits (table 21T, table 21U, table 21W - 
appendix XIX).
There was another group of visitors who were funlovers (25 per cent). Significantly 
more of them were aged under 21 years (table 14A - appendix XIX) and/or had 
finished their education at high school (table 14B - appendix XIX). Very few visitors 
(5 per cent) identified fun as the costumed interpreters' contribution to their visit.
The largest proportion of funlovers gained a sense of the past rather than fun (table 
21 - page 526). “The entertainment value of interpretation is that interpretation is 
increasingly seen, not as a means of helping visitors to understand better a 
heritage attraction, but instead simply as something that can be added ... to give it 
additional appeal” (Prentice and Light, 1994, 205). The findings from these 589 
visitors in this survey suggest that if this is the way sites are developing, they are 
developing in the wrong direction. Fun is not what most visitors identified as their 
priority in this survey; first, they wanted to learn and second, to feel a sense of the 
past. Fun came third in their list of priorities (chart 34 - page 469). Nevertheless, 
most categories of sites failed to meet visitors' requirements in this regard. Since 
there were few visitors who reported fun as the main contribution of the costumed 
interpreters, there were no significant findings which suggest appropriate 
investment profiles to ensure fun forms part of the visitor experience.
This lack of fun for the visitor may result from an emphasis on accuracy, research 
and seriousness with which costumed interpretation has evolved - particularly in 
Canada and the United States. The drive to justify information from reliable sources 
and the resistance to theatricality discussed in chapter seven are two examples of 
how practitioners strive to establish credibility for the genre. Costumed interpreters' 
training may need to include techniques for avoiding earnestness and helping 
visitors have fun while they are being educated: “Fun is not incompatible with 
learning in the exhibit environment, but it must be used as a means to an end, not 
an end in itself” (Screven, 1986, 114). One of the important findings of this research
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is that education and entertainment cannot be viewed as mutualiy exclusive; both 
are required for a visitor to feel satisfied. There is a clear hierarchy of requirements: 
learning, a sense of the past and fun. However, there is a chance that the 
requirement for fun may be under reported in this survey because visitors were 
conscious of the worthiness of their choices and that they gave learning the highest 
priority as a result. If so, the shortfall in fun is a matter for greater concern since its 
importance may be underestimated in this survey.
The fact that visitors are looking for fun as a third priority and not gaining enough of 
it may not impinge on their ability to learn. Findings in a survey at the National 
Museum of Natural History in Washington DC (United States) suggested that 
visitors with high entertainment motivations demonstrated greater learning than 
those with low entertainment motivations (Falk, Moussouri and Coulson, 1998,
115). Education and entertainment are merging; learning, it seems, can be fun 
(Shafernich, 1993, 59; Friedman, 1997; Lucas, 1991; Mintz, 1994). There may be a 
correspondence rather than a contradiction between many of the characteristics 
which make things fun and those that make them educational (Malone, 1981; 
Screven, 1986, 114). Most visitors see no conflict between fun and learning. This 
has profound implications for marketing an historic site (Falk, Moussouri and 
Coulson, 1998, 117-118). This research shows that costumed interpreters are 
sensitive to visitors’ requirements for learning and a sense of the past but they are 
not as responsive to visitors’ needs in terms of fun.
It has been suggested that it would be informative to investigate visitor perceptions 
of first and third-person interpretation (Moscardo and Pearce, 1986, 477). The 
results of this survey show that there are differences in the effectiveness of the style 
of interaction, particularly in relation to fun. There are only two categories of sites 
which provide more fun than visitors require overall (although both fall short of 
requirements for the visitors at the particular sites in those categories). These two 
categories are ones with a high investment in training (chart 45 - page 494) and 
those at which first-person interpretation only is used (chart 69 - page 534). 
However, it is important to note that the former exceeds visitors’ requirements for 
learning, while the latter fails to meet them. The costumed interpreters at sites 
which use both first and third-person interpretation provide an experience with 
sufficient learning which falls just short in terms of fun (chart 70 - page 534). This
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suggests that for sites where education is the primary goal, a mix of first and third- 
person interpretation is the best option but for sites where entertainment is the 
primary goal, first-person interpretation is the best option. This finding is consistent 
with the findings of a Canadian study of first and third-person interpretation which 
evaluated the advantages and limitations of each as an educational technique. The 
results suggested that both first and third-person interpretation should be used to 
maximise opportunities for learning (Moreau, 1988).
Debates about the difficulties of first-person interpretation suffuse the literature and 
yet sites which use it exclusively are in a tiny minority (10 per cent). The genre is 
characterised by considerable complexity - most sites use a combination of roles, 
including 11 per cent of sites which use all four modes of interaction. The biggest 
proportion of historic sites uses third-person, first-person interpretation and craft 
demonstration (21 per cent). As many as 46 per cent of sites use first-person in 
some way at some time in combination with other roles. This suggests that most 
sites have come to terms with the fact that first-person interpretation is effective for 
some situations and use third-person at other times. Vigorous proponents of one or 
the other form of costumed interpretation have dominated the discourse until now 
(for example, Leon and Piatt, 1989, 86). Debate in the future must turn to those 
issues with which most sites are currently wrestling - not which (first or third?) but 
when? and how? What are the best ways of mixing first and third-person 
interpretation without confusing the visitor?
Another important issue raised in the literature review was the visitor's role in 
shaping his or her experience at an historic site: “Some aspects of the 
‘effectiveness’ of interpretation may be completely independent of the interpretative 
medium”; for example, the visitor and his/her social setting are instrumental 
(Prentice and Light, 1994, 212). Many commentators stress the importance of the 
visitor’s personal response: “In most cases the assessment by the public of the 
heritage attraction is not based upon the scientific correctness of the core product 
but on how effective the site or the exhibition is in raising curiosity, appealing to 
fantasy, and providing a challenge” (Schouten, 1995b, 260). Researchers into 
leisure service provision and tourist attraction management have proposed models 
which include the visitor (Bateson, 1992; Leiper, 1990) but little research has been 
done on how visitors contribute to their own experiences at heritage sites. The
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results of this survey go some way to demonstrating that the visitor is instrumental 
in it: for example, visitors who were factfinders thought that costumed interpreters 
contributed learning to their visit (table 21 - page 526). The factfinders' motivation is 
in step with the site management’s educational mission and it is not surprising 
therefore that the largest proportion of factfinders found facts in their interaction with 
costumed interpreters.
This finding is consistent with a study of visitors to the National Museum of Natural 
History’s Geology, gems and minerals exhibition, where individuals with a high 
motivation to learn demonstrated they had learned a significantly higher number of 
concepts than those with a low motivation to learn (Falk, Moussouri and Coulson, 
1998, 113). However, there were significantly more pastsearchers who identified 
the costumed interpreters’ contribution as a sense of the past (table 21 - page 526), 
which suggests that it is not necessary for visitors’ priorities to coincide with those of 
the site for them to have a successful visit. However, costumed interpreters may 
benefit from training which helps them understand visitors’ personal agendas (Falk 
and Dierking, 1992; Falk, Moussouri and Coulson, 1998): “Living interpreters 
should be ... identifying the interpretive strategies employed by visitors” (Craik,
1998,118).
Training in understanding visitors would go some way to shifting the emphasis from 
the professional preoccupations of curators, which have been described as “a 
closed system only appreciated by the cognoscenti” to ensuring that the historically 
accurate details in which they revel are not lost on the visitor. Costumed 
interpreters who have read and discussed findings from visitor studies are better 
able to help visitors draw connections with the site through personal associations 
(Craik, 1998, 118).
4) Recommendations
A high investment in training is the only variable which brings costumed 
interpreters’ contributions in line with visitors’ priorities for an historic site visit: first, 
to learn; second, to feel a sense of the past; and third, to have fun (chart 45 - page 
494). A high investment in the costume budget produces significantly more visitors 
who iearn (table 19 - page 507). However, extra investment in training and costume
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may be difficult for historic sites without raising extra revenue to pay for it. The 89 
per cent of sites which charge for admission might consider increasing the price in 
line with a proposed increase in investment in costumed interpretation. The largest 
proportion of sites in the initial survey reported the cost of employing costumed 
interpreters had only a medium impact on the admission price to the site (chart 5 - 
page 432). It may be possible to raise admission prices without losing many visitors 
since visitors’ incomes are more significant in determining visitor numbers 
(Johnson and Thomas, 1995, note 12). However, a study of pricing decisions at 
attractions in England concluded that the sector is cautious and conservative in its 
pricing decisions with respondents stating that their admission fees were primarily 
linked to “what the market will bear” (65 per cent), costs (51 per cent ) or 
competitors’ prices (23 percent) (Rogers, 1995).
At Timbertown in New South Wales (Australia), the management increased the 
admission price by 31 per cent at the same time as improving the live interpretation 
(not through extra investment in training, pay and costume budgets but by adding 
new craft demonstrations, more frequent live activities, and additional 
commentaries). Despite the price rise, visitors’ enjoyment ratings for all aspects of 
the site improved by an average of 4 per cent. The effect on the number of visitors 
to the site was not reported (Pearce, 1991, 54). Studies of price elasticity at 
heritage sites have shown that it is generally low, particularly in the long term 
(Snaith, 1975; Jones, 1984; Bouvaird, Tricker and Stoakes, 1984). At Hampton 
Court Palace in Surrey (United Kingdom), the total annual cost of employing 
costumed interpreters is covered by 50 cents per visitor in a ticket price of 
US$14.49 for adults (based on 697,770 visitors in 1999) and the palace has 
consistently raised ticket prices without a reduction in visitor numbers, save for one 
year, since 1995 (HRP, 2001,16).
Even though 67 per cent of site managers in the initial survey believed that 
costumed interpreters were highly important in contributing value for money (chart 
34 - page 469), visitors indicated that this was the way in which costumed 
interpreters contributed least. However, this is not a matter of great concern 
because visitors also indicated that value for money was the least important aspect 
of their visit. This suggests that price rises which improve the quality of the visitor 
experience are unlikely to be a great source of dissatisfaction for visitors. However,
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this is little consolation for those sites which offer free admission and cannot 
finance their increased investments in costumed interpretation by this means.
There were 11 per cent of sites which did not charge for admission in the initial 
survey, and it is noteworthy that these sites had considerably fewer costumed 
interpreters than those with an entrance fee.
Recommendations for the investment profile at a heritage attraction depend on the 
priorities of the site at which the costumed interpreters are employed. If the site’s 
priority is providing visitors with an entertaining experience, investments in the 
costumed interpreters need not be as high as at those sites where the priority is to 
provide an educational experience. The incontrovertible findings of this study are 
that whatever the site’s priority, investment in training must be high, which is not the 
case at 94 per cent of sites, and that costume budget investment must be at least 
medium, which is not the case at 43 per cent of sites.
Site’s priority
Education
(visitors’ first priority)
Entertainment 
(visitors’ third priority)
Helpfulness 
(visitors’ fourth priority)
Value for money 
(visitors’ fifth priority)
Recommended investment profile
Training
GA
H
Sense of the past 
(visitors’ second priority) H
H
Sig
H
Pay
GA
M
H
Sig
n/a
H
Costume
budget
GA
M
M
M
H
Sig
H
GA = gap analysis 
Sig = significant relationship
The appropriate level of investment in each of the three variables may be defined 
with reference to the data from the initial survey. Overall training categories are 
based on two or three of the subgroups (induction, further training and evaluation).
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Two of the same rank produce a summary profile of that rank and three different 
ranks produce a summary profile of medium. Categories for pay and costume 
budget are based on multiples of the admission price to the site (at sites with free 
admission, the mean price of US$7 was used).
Training
High Medium Low
Induction one to three months one week to one month up to a week
Further daiiy/weekly monthly/quarterly annually/never
Evaluation daily/weekly monthly/quarterly annual/never
Pay 15+x admission 7>14x admission >7x admission
[Average US$65 US$64 US$44]
Costume 81+x admission 40>80x admission >40x admission
[Average US$983 US$323 US$123]
The conclusions of this study are that managers who identify the mission of their 
historic sites with clarity can make strategic decisions about investing scarce 
resources in costumed interpretation in line with the visitor experience they aim to 
offer. The recommendations offered by the evidence of this study are that if an 
historic site’s mission is educational (which the literature review suggested is the 
case for most), overall investment in costumed interpretation should be high, 
especially in terms of the budget for a complete costume and staff training. It is also 
advisable for daily pay to be set at the medium level (between seven and 14 times 
the admission fee to the site).
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Conclusion
1 ) The study
This research project set out to investigate the role of costume in the visitor 
experience at historic sites. A literature review provided an overview of costumed 
interpretation and identified key issues in its management. A mapping study 
produced a comprehensive directory of sites where costumed interpreters are 
employed, and a survey of these sites revealed details about the costumed 
interpreters and their work. A costume management survey produced information 
about the resources invested in the costume itself, and a visitor survey went some 
way towards identifying costumed interpreters' contributions to the visitor 
experience at historic sites.
The methodology employed for the initial survey (of heritage attractions employing 
costumed interpreters) proved satisfactory in providing a broad overview of 
costumed interpretation worldwide. A four-page questionnaire gathered new and 
comprehensive descriptive data about costumed interpreters and the terms on 
which they are employed. It also collected historic site managers' perceptions of the 
role of costumed interpreters in the visitor experience. Three findings demanded 
further investigation: that costumed interpreters were assumed to attract visitors to 
historic sites, and that they make both educational and entertaining contributions to 
the visitor experience.
A qualitative study of visitors’ responses to costumed interpreters at two United 
Kingdom sites revealed that visitors identified “a sense of the past” as the 
contribution to their visits made by costumed interpreters. The methodology for the 
second survey (of visitors to heritage attractions) used evidence from the first stage 
of the research to construct categories of historic sites according to their investment 
in costumed interpretation. These categories formed the basis of a comparative 
analysis of visitors’ responses to costumed interpreters with a hypothesis that the 
higher the investment in the costumed interpreters, the more visitors would report 
learning, fun and/or a sense of the past as the contributions to their experiences. 
Investment in the costume budget alone was considered inadequate for meaningful 
comparisons to be made and an interim survey which gathered information on
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sites’ costume management policies was undertaken. The data from eight 
questions were used to construct a further costume investment category. In 
retrospect, this interim survey produced useful descriptive detail about the ways in 
which historic sites allocate resources and manage the use of costume. However, 
the reduction of eight factors to one overall categorisation as high, medium or low 
caused difficulties with the visitor survey analysis.
The comprehensive mapping study identified 385 sites where paid costumed 
interpreters are a daily component of the visitor experience when the site is open to 
the public. A detailed survey of 159 of these sites provided insights into the 
characteristics of the sites themselves, the costumed interpreters and the work they 
do and permitted the construction of typical profiles for all three including details 
such as daily pay and the budget invested in an individual’s costume.
This survey revealed that costumed interpreters were employed to improve the 
educational value of the experience primarily, but also to entertain, improve 
customer care, enhance value for money and attract more visitors. The majority of 
site managers believe their costumed interpreters do all these, and that their overall 
contribution to visitor satisfaction is high compared to other interpretive techniques. 
Therefore, it is not surprising that the status of the costumed interpreters within 
these organisation is above average.
The characteristics of visitors in the visitor survey confirmed the traditional profile for 
visitors to historic sites except for there being more women (54 per cent) than men 
(46 per cent). The largest group in terms of age was the 41 per cent who were 
between 21 and 40 years old, followed by the 41 to 60-year-olds (34 per cent); 59 
per cent had a college or university degree and/or a postgraduate qualification; 
most visitors came in family groups (50 per cent); and the majority (71 per cent) 
make one to four visits to historic sites each year.
One clear finding from the visitor survey is how misguided site managers are to 
believe that costumed interpreters are effective in attracting visitors to historic sites. 
The largest proportion of visitors (44 per cent) did not know that there were 
costumed interpreters at the site before their visit. For another 32 per cent of 
visitors, the presence of costumed interpreters was not important in their decision to
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visit. Only 24 per cent said the costumed interpreters were an attraction. It seems 
that sites do not invest sufficient resources in promoting the presence of costumed 
interpreters. However, such investment may prove to be a false economy, since 
only a quarter of visitors find costumed interpreters sufficiently attractive that they 
play a part in bringing them to the site. Alternatively, sites may target those visitors 
who are attracted by costumed interpreters and carve a niche market for 
themselves based on the characteristics of those visitors. This survey failed to do 
the former with much clarity: only significantly more visitors aged 41 to 60 years and 
those at Canadian sites reported having been attracted by the costumed staff.
Visitors indicated that learning was the most important priority for them. Their 
second priority was feeling a sense of the past, followed by fun and helpfulness. 
Value for money was not a priority. There was evidence that visitors do take an 
active part in constructing their own experiences at historic sites. Significantly more 
of the visitors reporting learning as the costumed interpreters' contribution to their 
visit prioritised educational benefit (the factfinders) and significantly more of the 
visitors identifying a sense of the past as the contribution of costumed interpreters 
prioritised a sense of the past (the pastsearchers).
2) The contributions of the research
I] Key findings
The important findings are those from the visitor survey which reveal relationships 
between an historic site’s investment in costumed interpreters and the visitors’ 
perceptions of their contributions to the visitor experience. Across all 12 survey 
sites and all 589 visitors questioned, a sense of the past is what most visitors 
believed they gained from contact with costumed interpreters but it is educational 
benefit which most visitors prioritise. This suggests that the costumed interpreters 
are providing too much of a sense of the past at the expense of visitors’ learning.
It could be argued that sites have succeeded in achieving an enhanced 
atmosphere, an aim identified in the literature review, but that visitors want more 
than this from costumed interpreters.
There were significant differences in the visitors’ perceptions of the costumed
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interpreters’ contributions to the visitor experience according to the sites’ levels of 
investment in training, pay, costume budget and costume management. Notably, 
the sites with a high investment in training their costumed interpreters produced a 
visitor perception profile which best matched (and exceeded) visitors’ priorities for 
all elements of the visitor experience except fun, which fell short of the 
requirements of the visitors at the two sites in the high training investment category 
but not for visitors overall.
The relationship between rates of pay and the costumed interpreters’ contributions 
to the visitor experience is not a straightforward one. High daily pay (15 times the 
admission price to the site or more) produces significantly more visitors who 
believe that the costumed interpreters are helpful. Medium daily pay (between 
seven and 14 times the site’s admission price) is associated with a higher 
reportage of learning among visitors overall (although it was still insufficient for the 
visitors at the four sites in this category). The range of daily pay scales which were 
categorised as high in the initial survey was US$136 to US$32 with an average of 
US$65. However, this research suggests that pay is not as important as training in 
producing costumed interpreters who provide an experience in line with what 
visitors require.
A straightforward recommendation emerges from the visitor survey regarding 
investment in budgets for the interpreters’ costumes. A high investment in the 
costume budget is essential for significantly more visitors to report learning as the 
costumed interpreters’ contribution to their visit. A single costume requires an 
investment of 81 times the admission price or more for it to be categorised as high. 
The range of budgets which fell into this category in the initial survey was from 
US$5,000 to US$200, with an average of US$983.
Investment in costume management resources did not prove so simple a variable. 
At high costume management investment sites, the contributions of the costumed 
interpreters make a good match with visitors’ priorities across all aspects of the 
visitor experience. However, the counterintuitive finding in this research is the 
negative relationship between investment in costume management resources and 
the contribution of the costumed interpreters to learning: significantly more visitors 
reported learning as the contribution of the costumed interpreters at the four sites
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with a low investment in costume management. The one factor in the eight forming 
the costume management measure which is common to the majority of the low 
costume management sites (and is not true of the medium costume management 
sites) is that the interpreters' are expected to look after their own costumes because 
there are no maintenance staff employed by the site. This seems to suggest that 
where this is the case, visitors perceive costumed interpreters to be contributing 
more learning to the visitor experience. However, this should not overshadow the 
fact that over all five aspects of the visitor experience (value for money, helpfulness, 
fun, a sense of the past and learning), the high costume management investment 
sites do achieve a better fit with visitors' priorities than the low costume 
management investment sites.
Costumed interpreters at sites which use first-person interpretation techniques 
exclusively appear to provide a visitor experience which fits visitor priorities except 
with regard to learning, where it falls short. The costumed interpreters at sites which 
use third-person interpretation only fall short in terms of fun and provide a little less 
learning than is required. The appropriateness of first versus third-person 
interpretation is clarified to some extent by the findings of this research. It suggests 
that for sites where education is the primary goal, a mix of first and third-person 
interpretation is the best option. For sites where entertainment is the primary goal, 
first-person interpretation is the best option.
There can be no doubt that costumed interpreters provide a sense of the past, since 
every investment profile in this survey produced a contributions profile which 
matched or exceeded visitors’ requirements for it. There are very few investment 
profiles which reveal a shortfall in terms of helpfulness (high and medium overall 
investment sites). Over all the sites in the survey, visitors perceived costumed 
interpreters to be contributing learning in line with their requirements but some 
sites’ successes in this regard are masking others’ failures, as butlined in detail 
above. Fun is not achieved in line with visitors’ requirements for most categories of 
investment, although notable exceptions are high training investment sites and 
sites where first-person interpretation only is used. Value for money is at the bottom 
of the comparative scale used; it is not a priority for visitors and they do not report 
the costumed interpreters as contributing towards it.
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The results of this research make it possible for a site manager to consider his or 
her organisation's priorities and decide how best to invest in costumed 
interpretation (if at all). If the site aims to educate above all, costumed interpreters 
require a high investment in training and their costumes to achieve this. If the site 
aims to generate income above all, costumed interpreters do not draw visitors to 
the site (although investment in targeted innovative promotions may help to boost 
awareness of them to those visitors who do find costumed interpretation attractive). 
If the site aims to provide an entertaining experience, costumed interpreters are not 
the best choice, since they clearly do not contribute sufficient fun, according to the 
visitors, unless the site makes a high investment in training or uses first-person 
interpretation only. The literature review suggested that most historic sites see their 
mission in terms of educational objectives. If this is so, costumed interpreters must 
be well-trained and well-dressed to achieve these objectives. Most sites will 
improve the costumed interpreters’ contributions to the visitor experience by 
considering how they can ensure the visitors have more fun without compromising 
learning.
II] Limitations to the study
The lack of published literature was a considerable limitation to this study. A great 
deal of groundwork was necessary simply to chart the territory before any detailed 
investigation was possible. The limitations on this research were in part those of 
timing, since the descriptive data gathered in 1998 to 2000 was becoming out of 
date by the time the visitor survey was conducted in 2001. During the first survey, 
there were cost implications in the number of sites with whom it was possible to 
correspond by post. The growth of email over the past five years and its current 
ubiquity at heritage attractions would make this study much cheaper and easier to 
repeat.
The census of sites formed the foundation of the rest of the study. In the 
circumstances, it is difficult to know how many sites did not find their way into the 
register compiled during the mapping exercise. There was no easy way of checking 
whether there were sites which failed to record themselves in tourist literature, 
through museum registration, in travel guides or on the internet. During the five- 
year course of the study new sites have opened, costumed interpreters have been
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introduced at sites which previously had none, sites have closed down and 
costumed interpreters made redundant. These changes in the population were not 
recorded as part of the study and the extrapolation of results from the visitor survey 
to the population as a whole may be flawed because of this.
The data from the initial survey was used to categorise sites for the visitor survey. 
The way in which the investment categories were drawn up was one of several 
possible approaches to the task. Investment in training for costumed interpreters 
was quantified using three measures: the length of induction training, the frequency 
of training thereafter, and the frequency of evaluation. The investment categories of 
high, medium and low could have been based on two of these three variables or 
just one. There was other information on training which was excluded from the 
categorisation process. Data on the topics included in training were gathered 
during the initial survey. It would have been possible to categorise training 
according to whether information about exhibits or communications skills were 
included in the interpreters’ training programmes. Using these as the basis for 
grouping sites might have resulted in different findings from the visitor survey.
The supplementary site survey which gathered data on costume management 
policies provided a useful description of the resources invested in it and confirmed 
some of the key issues in measuring costume accuracy. However, the use of these 
data to construct further investment categories (high, medium and low costume 
management) against which to analyse the visitor survey was, with hindsight, 
questionable. This survey was useful in providing additional data on approaches to 
costume management but caused difficulties and confusion in the visitor survey 
analysis. No clear recommendations emerged from comparing the three categories 
of costume management investment.
The visitor survey necessitated travel to four countries and 12 historic sites. These 
were confined to northern Europe, the north-eastern United States and southern 
Canada. A wider geographical range could have included sites in Asia and 
Australia but this was impractical owing to the greater expense of travel and time. In 
any event, the majority of sites with costumed interpreters are located in the chosen 
study areas. The visitor survey was confined to 12 sites as this was a manageable 
number for correspondence with site managers, data collection and analysis. A
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limitation on the usefulness of the results is the necessity of keeping the identities of 
all participating sites confidential.
The surveys at the three sites in Sweden were conducted in Swedish. The 
translation of the questionnaire, albeit by a native Swedish speaker, may well have 
introduced alternative meanings. In this context it is noteworthy that there were 
significantly more funlovers at Swedish sites. It is arguable that the translation of 
the word “fun” from English may have altered its significance for the visitors who 
completed the questionnaire in Swedish. Similarly, English has subtle differences 
in usage in different countries even where it is an official language (such as 
Canada, the United Kingdom and the United States). A strict comparison of sites 
across national boundaries may not be valid under these conditions.
The data collection took place during one year (2001) with each site’s 50 
questionnaires completed over a one or two-day period. If resources had been 
available for data collection to take place over the whole year, with visitors during 
peak, shoulder and off-peak periods included at each site, there might have been a 
difference in visitor profiles and findings. Owing to the limited number of personnel 
available for data collection, sites were surveyed from February to August. Eight of 
the 12 sites were surveyed during peak summer season or on holiday weekends, 
while the other four were during shoulder seasons. It is arguable that the visitors at 
these different times of the year may not be strictly comparable in terms of their 
demographic and psychographic characteristics.
One of greatest limitations to this research was that it investigated the priorities of 
existing visitors to historic sites. In an increasingly competitive market, attractions 
seek to appeal to new and different market segments. A similar survey of non­
visitors such as that undertaken at the Toledo Museum of Art (Hood, 1981) might 
reveal a different set of priorities and offer guidance on the management of the 
visitor experience to attract them. For example, the relative unimportance of value 
for money which emerged in the study may be typical of current heritage site 
visitors but atypical of those who perceive such places as expensive leisure 
experiences and do not visit.
A further limitation is the difficulty of applying these findings to all historic sites with
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costumed interpreters. The visitor survey deliberately avoided high profile sites with 
unusually high investment funds such as Colonial Williamsburg in Virginia (United 
States), Plimoth Plantation in Massachusetts (United States), Upper Canada 
Village in Ontario (Canada) and Hampton Court Palace in Surrey (United 
Kingdom). The intention was to investigate investment in costumed interpretation at 
sites typical of the population as a whole. One of the findings was that first-person 
interpretation is less educational than a mixture of both first and third-person 
interpretation. However, Plimoth Plantation has a wholly first-person approach and 
a considerable commitment to its educational mission. The site managers’ constant 
battle to balance the two through innovative interaction strategies is well 
documented (in Roth, 1998, for example). It would not be appropriate, therefore, to 
suggest that all sites which employ first-person interpretation fail to provide an 
educational experience in line with visitors’ requirements. Similarly, a site such as 
Colonial Williamsburg may invest relatively little in individual costumes on average 
but gain considerable impact from the sheer number of costumes worn by its large 
staff each day. Some caution must be exercised in extrapolating all the results to all 
sites without sufficient regard to their unusual or specific circumstances.
3) Recommendations for further research
The complexities of the costume management survey findings posed the most 
interesting questions for further research. The descriptive data forms a body of 
knowledge on which a future project might be planned. More investigation of the 
process by which a costume is researched, designed and made may reveal crucial 
differences in approach which impinge on the visitor experience. Specific research 
into what visitors learn from looking at the costume alone would be another avenue 
to explore.
This study noted some differences between sites which use first-person 
interpretation only, third-person interpretation only and both styles of interaction. It 
did little more than hint at how the visitor experience differs in each context since 
this variable was included as a secondary rather than primary variable in the study. 
More detailed investigation into how visitors learn from first and third-person 
interpretation seems appropriate.
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Visitors identified “a sense of the past” as being an important component of the 
visitor experience. This “sense of the past” may be connected with issues of 
perceived authenticity, which has been identified as “the best predictor of visitor 
satisfaction” (Pearce, 1988, 77). Visitors may want an empirically “real” experience 
of the past (an “objective authenticity”), their own idea of a “real” experience (a 
“constructivist authenticity”), a “real” fake experience (a “postmodern authenticity”), 
a “real” personal experience (“existential authenticity”) or a mix of these “realities” 
(Wang, 1999). Further research into the nature and interplay of visitors’ conceptions 
of “authentic experience of otherness” (Craik, 1998, 122) and how this relates to 
their desire for “a sense of the past” merits further investigation. It is noteworthy that 
while the term authenticity continues in common parlance for both visitors and 
heritage professionals, at least one costumed interpretation site has stated its 
adherence to “historical accuracy” rather than “authentic reproduction” in order to 
clarify its aims and objectives in this context (Craik, 1998, 122).
Although visitors in this survey reported their desire to learn and that the costumed 
interpreters had contributed to their iearning at certain sites (specifically those with 
high training and high costume budget investment profiles), it was beyond the 
scope of this study to investigate whether what the visitors learnt was what the site 
wanted to communicate or whether the use of costume enhanced the message. 
There have been few studies which address these issues (Wells, 1988, 5).
4) Final comments
The research question investigated the influence of key variables relating to the 
sites, their investment in costumed interpreters and the visitors. Using the results of 
the visitor survey it is possible to reconstruct the mapping sentence (figure 69 - 
page 425) with answers to the questions posed by the research question (in bold):
A restored original historic site with an admission fee, which is in 
Canada/Sweden/United Kingdom/United States employing costumed 
interpreters who do both/first-person/third-person interpretation, which 
makes a high/medium/low overall investment in them through a 
high/medium/low investment in their training, a high/medium/low 
investment in their pay, a high/medium/low investment in the costume
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budget and a high/medium/low investment in costume management, for 
interaction with visitors whose priorities for a visit are learning (first), a 
sense of the past (second), fun (third), heipfuiness (fourth) 
and value for money (fifth) and are young/old, male/female, 
minimally/highly educated, with/without family/friends/group, make 
frequent/infrequent visits to historic sites, and have a/no predisposition 
to costumed interpreters, provides an experience with iearning, a 
sense of the past, fun, heipfuiness and vaiue for money but 
does not attract visitors because of the costumed interpreters.
The distinction between an attraction defined as a physical entity and an attraction 
defined as an experience is an important one. The ultimate personal and social 
good derived is the individual experience for each visitor (Gunn, 1988, 113-114). 
Nevertheless, “despite a desire to provide quality visitor experiences, conventional 
heritage management tends to focus more on the resource than on the visitor” (Hall 
and McArthur, 1996, 4). This research was conceived and executed with the aim of 
helping site managers plan costumed interpretation programmes having focused 
on the visitors’ responses to it under a variety of different investment conditions. 
Although clear recommendations emerge from this study (notably the importance of 
high investment in training and the costume budget if visitors are to learn), more 
detailed research into visitors and the way they think, respond and feel challenged 
by historic sites will inform the content of training programmes for costumed 
interpreters and the priorities for good costume design.
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Appendix I 
Pilot site questionnaire
School of Management Studies for the Service Sector
Hospitality Management 
Tourism Management 
Retail Management 
Food Management 
Health Care Management
From: David Airey MSc BA FHClMA FRSA FTS
Professor of Tourism Management
University 
of Surey
Dear Site administrator,
We trust you will not mind us taking up your valuable time to ask for some assistance. We 
are undertaking research at the University of Surrey on the management of heritage 
attractions. Our project is designed to gather information about the employment of staff in 
costume at historic sites and cultural centres around the world.
We hope that you may be able to spare a few moments to help us with the information we 
need by completing the following questionnaire. We are contacting organisations in which 
staff - employed as guides, docents, explainers, interpreters etc rather than as retail or 
admissions clerks - wear historical or traditional costume to help explain the culture of the 
country and/or the history of the site to visitors.
We are interested in staff who are employed (paid for their work) not volunteers (who give 
their services free) and who are a permanent feature of the visitor experience (on site daily 
when it is open to the public). We refer to these employees as “costumed interpreters” 
throughout this questionnaire.
We also refer to third and first-person interpreters. The definition we are using is as follows: 
first-person interpreters are those who adopt a specific character and use role-play; 
third-person interpreters do not play a role. Crafts/trade demonstrators may be 
classified as appropriate (ie first or third-person). However, the questionnaire does allow for 
those circumstances in which interpreters play a role and then come out of character to 
answer questions etc.
We would be grateful if the questionnaire could be completed by someone who is well 
acquainted with the work of the costumed interpreters. We realise that the questions may 
be difficult to answer, as your circumstances may differ from the assumptions we have 
made. If so, please feel free to add extra information as necessary on the blank sheet at the 
back of the questionnaire.
With thanks for your assistance.
David Airey - Professor of Tourism Management
School of Management Studies, University of Surrey, Guildford GU2 5XH, Great Britain
Section A; Introduction
Al) How many members of staff are 
employed at the site in total (including any 
costumed interpreters)? Q Q Q Q
A2) Does the site employ staff who wear 
costume (historical or traditional dress) on a 
permanent basis (ie on site daily when it is 
open to the public)? (✓) yes Q  no Q
If no, please go to question A3 only.
If yes, please go to question A4 (not 
question A3) and complete the rest of 
the questionnaire.
A3) Does the site employ staff who wear 
costume (historical or traditional dress) for 
special events and/or educational 
programmes?
(✓) yes Q | no Q
If you have answered question A3, there is 
no need to answer any further questions. 
Please return this questionnaire to the 
address shown on the last page.
Thank you for your assistance !
A4) How many costumed interpreters in 
total are employed at the site currently?
□□□□
A5) In what year were costumed interpreters 
introduced to the site? □ □ □ □
A6) Why were costumed interpreters 
introduced to the site? Please answer in 
your own words in the blank space opposite.
A7) Please indicate the extent to which the 
following were significant in the introduction 
of costumed interpreters to the site? Tick the 
appropriate box on each line. (✓)
To attract more visitors 
improve customer care in general 
improve vaiue for money for visitors 
To iengthen visitors' time on site 
Controi visitor flow on site 
improve educationai value of visit 
improve security on site 
improve entertainment value of visit
high med low not
Please use this space to answer question A6
Section B: About the site 
B1) What is the name of the site?
Use. this space to answer question B6
B2) Please indicate which of the following 
best describes the ownership/management 
of the site. Tick one.
Public/state/govemment J
Private J
Other (please specify) J
B3) Please indicate the current adult 
admission fee charged at the site in the 
local currency. If admission is free, please 
indicate this using “0”;______ _________
B4) In what year was the site first opened to 
the public? □ □ □ □
B5) How many visitors did the site welcome 
in 1997 (or 1996, if figures for 1997 are not 
available)?
1997/1996 (delete as applicable) l^ L J L J L J L J L J L J L J
B6) How many visitors did the site welcome 
in previous years? Please provide this 
information in the blank space opposite, and 
for as many years as records will allow.
B7) When is the site open? Tick one.
All twelve months of the year
Part/s of the year (please specify days/months)
B8) What is the usual length of a visit to the 
site currently? Tick one.
More than five hours 
Between three and five hours 
Between two and three hours 
Between one and two hours 
Under an hour
B9) Does the site undertake visitor 
satisfaction surveys? M yesQ noQ
BIO) If yes, would you be willing to make 
the results of these surveys available to us 
for use in our research (the site need not be 
identified in our final report)?
(✓) yes Q |  no Q
Section C; About recruitment
C1) At what ages did the costumed 
interpreters leave full-time education?
Number of interpreters
Up to 16 years of age 
Between 17 and 18 years of age 
Between 19 and 21 years of age 
22 years of age or older
Ii?tal (please check this tallies with question A41
C2) What ages are the costumed 
interpreters?
Number of interpreters
Up to 20 years 
Between 21 and 30 years 
Between 31 and 40 years 
Between 41 and 50 years 
Between 51 and 60 years 
Between 61 and 70 years 
More than 71 years
Ip ta l (please check this tallies with question A4)
C3) Please indicate the number of males 
and females in the team of costumed 
interpreters:
Males iC ]  Females Q Q Q l
C4) Please indicate the importance of the 
following recruitment criteria for the 
costumed interpreters. Tick the appropriate 
box on each line:
An academic degree or equivalent 
A postgraduate qualification 
A foreign language 
Experience of work with the public 
Experience of work with children 
Experience of work in a similar site 
Experience of acting/theatre 
Experience of research work 
Previous knowledge of site/specialism
high med low
(•O
not
C5) Please indicate the importance of the 
following in recruiting the costumed 
interpreters. Tick the appropriate box on 
each line:
/Vritten application 
/Vritten exercise/test 
Personal interview 
\udition 
Vork on site
Vritten recommendations 
Vord of mouth recommendations
(*/)
high med low not
Section D: About training
D1) Which of the following best describes 
the training provided for recruits before they 
work as costumed interpreters without 
supervision? Tick one. (✓)
Up to one day ^
Between one day and a week “ |
Between one week and a month " 4
Between one month and three months
D2) Please indicate the importance of the 
following in the training programme. Tick the 
appropriate box on each line: (✓)
, .  ^ high med low not
Information on interpretive aims 
Information on exhibits/site 
Site orientation 
Communications skills 
Health & safety skills 
Security issues
D3) Which of the following are used in 
training? Tick as many as appropriate.
Written information on exhibits/site 
Undertake own research 
Staff handbook
Lectures from curators/experts 
Participatory workshops
Observation of experienced costumed interpreters 
Scripts
Obsen/ation of recruits 
Other (please specify)
D4) How often do the costumed interpreters 
receive training once they are doing the job?
Tick one.
Weekly 
Monthly 
Quarte riy 
Annually 
Never
D5) How often are the costumed 
interpreters evaluated? Tick one. i
Weekly
Monthly
Quarterly
Annually
Never
D6) Please indicate which of the following 
evaluation procedures are used. Tick as 
many as appropriate.
Casual observation by manager/s 
Oral test/examination 
Formal obsen/ation 
Written test/examination 
Other (please give details)
i
1
Section E: About the job Section F: About the work
E1) How many of the costumed interpreters 
are employed for each of the following 
(males and females):
Number of interpreters; M F
More tfian 30 hours a week 
Between 20 and 30 hours a week 
Between 10 and 20 hours a week 
Fewer than 10 hours a week 
Total (please check this tallies with question A4)
E2) Is each costumed interpreter issued 
with a job description? y,, q  □
If yes, would you be willing to make copies 
available to us for use in our research (the 
site need not be identified in our report)?
{✓) yes Q j no Q j
E3) How many of the costumed interpreters 
are employed on the following lengths of 
contracts (if none, please indicate this by
u s in g  “0 ”): Number of interpreters
By the day 
Up to 3 months
Between 3 months and 6 months
Between 6 months and one year
Between one year and three years
More than three years or with no temnination date
Total (please check this tallies with question A4)
E4) How much are the costumed 
interpreters paid for the equivalent of a full 
day's work (answer in the local currency)?
males
females
E5) For how long, on average, are 
costumed interpreters (males and females) 
employed at the site before they move on 
(to another job, maternity, retirement etc)?
Number of interpreters: M F
Up to 3 months
Between 3 months and 6 months 
Between 6 months and one year 
Between one year and three years 
More than three years
E6) How is the budget for costumed 
interpretation allocated? Please rank the 
following to show the proportion of 
resources allocated to them. Score 4 for the 
greatest proportion of the budget and 1 for 
the lowest proportion: (4,3,2,1)
Administration
Costumed interpreters' salaries/wages 
Managers' salaries/wages 
Costume provision and maintenance
FI) How would you describe the status of 
the costumed interpreters within the 
organisation? M
high Ü  above average O  below average Ü  low d i
F2) How many hours a day is each 
costumed interpreter available for contact 
with visitors? Tick one.
Up to 3 hours 
Between 3 and 5 hours 
Between 5 and 8 hours 
More than 8 hours
F3) Which of the following best describes 
the encounter between the costumed 
interpreters and the visitors? Tick one
(<)
Casual conversation
Directed conversation (according to policy/guidelines) 
Demonstration (craft, trade or similar)
Improvised presentation or tour 
Scripted presentation or tour
F4) When are visitors able to ask questions 
of the costumed interpreters?
At any time
At prescribed times (eg after a presentation/tour etc)
When invited 
Never
F5) During a visit, which of the following 
costumed interpreters are visitors likely to 
encounter? (Refer to the covering letter for 
definitions.) Tick as many as appropriate. ^ *p-j
Third-person (non-role-playing) interpreters only 
Rrst-person (role-playing) interpreters only 
Third-person interpreters and first-person interpreters 
Interpreters working both in and out of role 
Interpreters demonstrating a trade/craft
F6) Which of the following best describes 
the original design for the interpretive 
environment in which visitors encounter the 
costumed interpreters? Tick one.
Original design included interpreters 
Interpreters added to the original design 
Original design modified to accommodate interpreters
F7) Which of the following best describes 
the interpretive environment in which the 
costumed interpreters work? Tick one. (.^
An original environment 
A replica environment 
A restored original environment 
A gallery or exhibition area
Section G: About you
G1 ) What is your job title:
G2) In your professional opinion, to what 
extent do the following contribute to visitor 
satisfaction at the site? Tick the appropriate 
box on each line:
high med low not
Interpretive label/s
Interpretive sign board/s
Guide book/s
Prerecorded audio tour/s
Video or other audiovisual presentation/s
Interactive computer system/s
Live interpreters not in costume
Warding or security staff
Hosting or stewarding staff
G3) What is your professional relationship 
with the costumed interpreters in the 
managerial hierarchy of the site? Tick one.
(•^
indirect superior 
Direct superior 
Equal
Direct inferior 
Indirect inferior
G4) In your professional opinion, in what 
ways do the costumed interpreters 
contribute to the site's success? Tick the 
appropriate box on each line:
high med low
Attract more visitors 
Improve customer care in general 
Improve value for money for visitors 
To lengthen visitors' time on site 
Control visitor flow on site 
Improve educational value of visit 
Improve security on site 
Improve entertainment value of visit
not
G5) In your professional opinion, how do 
costumed interpreters contribute to visitors' 
understanding of the site? Please answer 
in your own words in the blank space 
opposite.
G6) In your professional opinion, what 
impact does the cost of employing 
costumed interpreters have on admission 
prices to the site (if a charge is made)?
high □ medium □ low □ (O none O
G7) If you would like to receive a copy of 
my survey report, please tick here: Q
Use this space to answer question G5
Please use this space to add any information you think may be relevant
Thank you for taking the time to fill in this questionnaire. 
Please return it to: Professor David Airey 
School of Management Studies, University of Surrey, Guiidford 
Surrey GU2 5XH,Great Britain
Appendix li 
Site questionnaire
Unis
U n iv e rs ity  
of S u rre y
We would be very grateful if you would 
spend a few minutes answering the 
following questions.
If you have permanent and seasonal staff, 
please answer with reference to the former 
and add explanatory notes about the latter.
When you have completed this 
questionnaire, please return it to:
David Airey MSc BA FHClMA FRSA FTS 
Professor of Tourism Management 
School of Management Studies 
for the Service Sector 
University of Surrey 
Guildford 
Surrey GU2 5XH, UK
If you wish to add any explanations or 
extra information, please use this space 
or attach further sheets.
Section A; Introduction
A1) How many members of staff of all kinds 
(including curators, guides, maintenance 
etc) are employed at the site in total?
A2) Does the site employ staff who wear 
costume (historical or traditional dress) on a 
permanent basis (ie on site daily when it is 
open to the public)? MyesQ noQ
If no, please go to question A3 only.
If yes, please go to question A4 (not 
question A3) and complete the rest of 
the questionnaire.
A3) Does the site employ staff who wear 
costume (historical or traditional dress) for 
special events and/or educational 
programmes only? (✓) yesQ  no Q
If you have answered question A3, there is 
no need to answer any further questions. 
Please return this questionnaire to the 
address shown opposite.
Thank you for your assistance !
A4) How many costumed interpreters in 
total are employed at the site currently (ie 
the whole team not per day)?
All year (ie permanent staff)_______________
Part/s of the year (ie extra seasonal staff) ___________
A5) In what year were costumed interpreters 
introduced to the site?__________
A6) Please indicate the extent to which the 
following were significant in the introduction 
of costumed interpreters to the site? Tick the 
appropriate box on each line.
(«/)
high med low not
To attract more visitors 
Improve customer care in general 
Improve value for money for visitors 
To lengthen visitors' time on site ' 
Control visitor flow on site 
Improve educational value of visit 
Improve security on site 
Improve entertainment value of visit
Section B: About the site
B1) What is the name of the site?
B2) Please indicate which of the following 
best describes the ownership/management 
of the site. Tick one.
Public/state/govemment 
Private (not for profit) 
Private (for profit) 
Other (please specify)
B3) Please indicate the current adult 
admission fee charged at the site in the 
local currency. If admission is free, please 
indicate this using “0”:________________
B4) In what year was the site first opened to 
the public? ____________
B5) How many visitors has the site 
welcomed over the years (approximate 
figures are acceptable)?
1996/1997.
1991/1992 .
1986/1987 .
19 81/1982 .
1976 /1977 .
1 9 71 /1972 ,
B6) When is the site open? Tick one. (✓)
All twelve months of the year 
Part/s of the year (please specify days/months) a
B7) What is the usual length of a visit to the 
site currently? Tick one. (✓)
More than five hours 
Between three and five hours 
Between two and three hours 
Between one and two hours 
Under an hour
B8) Does the site undertake visitor 
satisfaction surveys? y@s □  no Q
39) If yes, would you be willing to make the 
■esults of these surveys available to us for 
jse in our research (the site need not be 
dentified in our final report)? (*^ ) yes Q  no Q
If yes, please enclose.
Section C: About recruitment
Cl) What level of educational achievement 
have the costumed interpreters attained?
Number of interpreters:
High school, 
College degree or equiva len t. 
Postgraduate qualification, 
Total (please check this tallies with question A 41.
02) What ages are the costumed 
interpreters?
Number of interpreters;
Up to 20 y e a rs , 
Between 21 and 30 years , 
Between 31 and 40  years . 
Between 41 and 50 years . 
Between 51 and 60 years . 
•Between 61 and 70 years . 
More than 71 y e a rs . 
Total (please check this tallies with question A41 .
03) Please indicate the number of males 
and females in the team of costumed 
interpreters:
Males Females,
04) Please indicate the importance of the 
following recruitment criteria for the 
costumed interpreters. Tick the appropriate 
box on each line:
An academic degree or equivalent 
A postgraduate qualification 
A foreign language 
Experience of work with the public 
Experience of work with children 
Experience of work in a similar site 
Experience of acting/theatre 
Experience of research work 
Previous knowledge of site/specialism 
Other (please specify
high med low
(«/)
not
C5) Please indicate the importance of the 
following in recruiting the costumed 
interpreters. Tick the appropriate box on 
each line:
Written application 
Written exercise/test 
Personal interview 
Audition 
Previous work on site 
Written recommendations 
Word of mouth recommendations
high med low
(V)
not
Section D: About training
D1 ) Which of the following best describes 
the training provided for recruits before they 
work as costumed interpreters without 
supervision? Tick one.
Up to one day 
Between one day and a week 
Between one week and a month 
Between one month and three months
D2) Please indicate the importance of the 
following in the training programme. Tick the 
appropriate box on each line.
high med low not
Information on interpretive aims 
Information on exhibits/site 
Site orientation 
Communications skills 
■ . , ,  " Health & safety skills 
Security issues
y)
D3) Which of the following are used in 
training? Tick as many as appropriate.
Written information on exhibits/site 
Staff handbook 
Lectures from curators/experts 
Participatory workshops 
Observation of experienced costumed interpreters
Scripts
Managers observation of recruits 
Individual research project/s 
other (please specify)
D4) How often do the costumed interpreters 
receive training once they are doing the job? 
Tick one. (✓)
Daily 
Weekly 
Monthly 
Quarterly 
Annually 
Never
D5) How often are the costumed 
interpreters evaluated? Tick one.
Daily
Weekly
Monthly
Quarterly
Annually
Never
y)
D6) Please indicate which of the following 
evaluation procedures are used. Tick as 
many as appropriate.
Casual observation by manager/s 
Oral test/examination 
Formal observation 
Written test/examination 
Other (please give details)
y)
Section E: About the job
E1) H o w  m a n y  of th e  c o s tu m e d  in te rp re te rs  
a re  e m p lo y e d  fo r e a c h  o f th e  fo llo w in g  
(m a le s  a n d  fe m a le s ):
Number of interpreters
More than 30 hours a week m________ f_____
Between 20 and 30 hours a week m_______f____
Between 10 and 20 hours a week m_______f____
Fewer than 10 hours a week m_______f____
Total fplease check this tallies with question C 3 lm f_____
E2) Is e ac h  c o s tu m e d  in te rp re te r  is su e d  
with a  jo b  d escrip tio n ?  □  no □
If yes , w o u ld  you be w illing  to m a k e  cop ies  
a v a ila b le  to us for u se  in o u r re s e a rc h  (the  
site  n e e d  not b e  id en tified  in o u r rep ort)?
(✓) yes Q  no Q
If yes , p le a s e  e n c lo s e .
E3) H o w  long a re  th e  c o n trac ts  on w h ich  
m ost of th e  c o s tu m ed  in te rp re te rs  a re  
e m p lo y e d ?  T ick  o n e . (✓)
No contracts 
By the day 
Up to 3 months 
Between 3 months and 6 months 
Between 6 months and one year 
Between one year and three years 
More than three years or with no termination date
E4) How much are the costumed 
interpreters paid for the equivalent of a full 
day's work (answer in the local currency)?
males 
females,
E5) For how long, on average, are individual 
costumed interpreters employed at the site 
before they move on (to another job, 
maternity, retirement etc)? Tick one box in 
each column.
Up to 3 months 
Between 3 months and 6 months 
Between 6 months and one year 
Between one year and three years 
More than three years
y)
f
E6) How much is the budget for a complete 
costume? Please state the average cost in 
the local currency:
Section F: About the work Section G: About you
FI) How would you describe the status of 
the costumed interpreters within the 
organisation? Tick one. (^ )
high Ü  above average O l  below average O  low Ü
F2) How many hours a day is each 
costumed interpreter available for contact 
with visitors? Tick one.
G1 ) What is your job title:
Up to 2 hours 
Between 2 and 4 hours 
Between 4 and 6 hours 
Between 6 and 8 hours 
More than 8 hours
F3) Which of the following best describes 
the encounter between the costumed 
interpreters and the visitors? Tick one.
Casual conversation 
Directed conversation (according to policy/guidelines) 
Demonstration (craft, trade or similar) 
Improvised presentation or tour 
Scripted presentation or tour
F4) When are visitors able to ask questions 
of the costumed interpreters? Tick one.
At any time
At prescribed times (eg after a presentation/tour etc)
When invited 
Never
F5) During a visit, which of the following 
costumed interpreters are visitors likely to 
encounter? (Refer to the covering letter for 
definitions.) Tick as many as appropriate. '
{^ )
Third-person (non-role-playing) interpreters 
First-person (role-playing) interpreters 
Individual interpreters working both in and out of role 
Interpreters demonstrating a trade/craft
F6) Which of the following best describes 
the interpretive environment in which visitors 
encounter the costumed interpreters? Tick 
one.
Original design included interpreters 
Interpreters added to the original design 
Original design modified to accommodate interpreters
F7) Which of the following also describes the 
interpretive environment in which the 
costumed interpreters work? Tick one.
G2) In your professional opinion, to what 
extent do the following contribute to visitor 
satisfaction at the site? Tick the appropriate 
box on each line. (✓)
high med low not
Interpretive label/s 
Interpretive sign board/s 
Guide book/s 
Prerecorded audio tour/s 
Video or other audiovisual presentation/s 
Interactive computer system/s 
Interpreters not in costume 
Warding or security staff 
Costumed interpreters
G3). What is your professional relationship 
with the costumed interpreters in the 
managerial hierarchy of the site? Tick one.
(«/)
Indirect superior 
Direct superior 
Equal 
Direct inferior 
Indirect inferior
G4) In your professional opinion, in what 
ways do the costumed interpreters 
contribute to the site's success? Tick the 
appropriate box on each line. (✓)
high med low not
Attract more visitors 
Improve customer care in general 
Improve value for money for visitors 
To lengthen visitors' time on site 
Control visitor flow on site 
Improve educational value of visit 
Improve security on site 
Improve entertainment value of visit
G5) In your professional opinion, what 
impact does the cost of employing 
costumed interpreters have on admission 
prices to the site (if a charge is made)?
high ü  medium ü  low Ü
(»/) 
none O l
An original environment 
A replica environment 
A restored original environment 
A gallery or exhibition area
( )^
G6) Please give the name of one of your 
site's costumed interpreters who would be 
willing to participate in the next stage of our 
research:
Thank you for taking the time to fill in this 
questionnaire. Please return it to the 
address shown on the first page.
Appendix III 
Site questionnaire in Russian
V B a ^ c a e M b i e  K o j u i e r a !
M b i  O H B H b  H a a e G M c a  n a  B a m e  c o r j i a c n e  y a e j m r b  n e c K O J i b K O  m h h yt H a m c M y  o n p o c y .  M b i  n p O B O ^ H M  H a c r o a m e e  
a m c e T H p o B a H H e  b p a M K a x  H a y n H o r o  H c c j i e a o B a H H a  h  B b q ) a a c a e M  Hamy i r p H a n a T e j i b H O C T b  bcgm, k to  n a M  n o M o r a e r  b 
p a a j i H H H b i x  c r p a H a x .
I l p o c H M  B a c  o ô p a T H T b  B H H M a H H C  H a  T O ,  M T O  c c j i H  B  B a m c H  o p r a H H s a i p i H  e c T b  H  n o c T o a H H b i e ,  h  c e s o H H b i e  
c o T p y a H H K H ,  TO, O T B G H a a  H a  B o n p o c b i  a H K C T b i ,  c j i G ^ ^ e r  y K a s b m a T b  n p e a C T e  B c e r o  l y  H H ^ o p M a i p n o ,  K O T o p a a  K a c a e r c a  
H O C T o a H H b i x  c o T p y a H H K O B ,  H  a o B a T b  C H G i p i a j i b H b i e  n o a c H C H H a ,  e c j i H  p C H b  H q e r  o  c e a o H H b i x  c o T p y a j n i K a x .
S a n o j f f l C H H y K )  a r a c e T y  n p o c H M  B e p n y r b  n o  a à p e c y  b B e j i H K o 6 p H T a H H H  ( y H H B e p c H T e r  C y p p e n ,  n p o ^ e c c o p y  J[. 3 a p n ) :
D a v i d  A i r e y  M S c  B A  F H C I M A  F R S  A  F T S
P r o f e s s o r  o f  T o u r i s m  M a n a g e m e n t
S c h o o l  o f  M a n a g e m e n t  S t u d i e s
f o r  t h e  S e r v i c e  S e c t o r
U n i v e r s i t y  o f  S u r r e y
G u i l d f o r d
S u r r e y  G U 2  5 X H ,  U K
E c jih  B m  cm rraeTe neodxonnM biM  conpoBom rrb OTBeTw noacHennaMH H jm  aonojnm rejibH O H  HH ^opM aim en, B rrram ne  
H x  B cooTBercTByionm e rp a ^ b i m m  na OT^qejibHbix j r a c r a x  b xauecTBe nprnioacenna.
P a a a e a  A :  B B e n e m i e
A l )  C K O J B b K O  c o T p y a H H K O B  ( j n o ô o r o  n p o ( i ) m i a  -  B K j n o u a a  r m t O B ,  p y K O B o m r r e a e H ,  T e x H H u e c K H H  n e p c o n a j i  h  u p . )  
p a ô o r a i O T  n a  uuhhom  o ô ^ e i c r e  n o x a a a  (MCCTHon T y p n c r c K O H  aocTonpHMeuaTejibHOCTH)? yK aaoare to h b ko  o 6 m e e  
K O j r a u e c T B O  u e a o B e K .
A 2 )  E c T b  j m  n a  o ô t e K r e  c o T p y a n n K H ,  K o r o p w e  b p a d o u e e  B p e M a  ( to  e c T b ,  b to  B p e i v i a ,  K o r a a  o d t e K r  n o c e m a e i c a  
T y p n c T a M u )  H o c a T  H a i m o n a J i b H b i e  ( c r a p H H H b i e  T p a a m m o H H b i e  m m  c r m m s o B a H H b i e )  K O c n o M w ?
E c j r a  B b i  O T B e u a e T e  « h o t» , to  npocuM o tb o tu tb  to jib k o  n a  Bonpoc A 3 .
E c j m  B h  O T B e u a e r e  « a a » ,  t o  n p o c m u  n e p e n r n  c p a a y  k  B o n p o c y  A 4  ( M u n y a  B o n p o c  A 3 )  n  a a n o j n m r b  a a a e e  b c k > 
a m c e i y .
A 3 )  P a d o T a i O T  j m  n a  o d t e x r e  c o T p y a u H K H ,  K O T o p w e  a o j i a c H b i  h och tb  K o c n o M w  ( c r a p H H H b i e  T p a a m m o H H b i e  m m  
C T H j m a o B a H H b i e )  TOJibKO b o c o d e i m b i x  c a y u a a x  n  /  m m  b m m ,  K o r a a  n p o B o a a r c a  M e p o n p n a T H a  o d p a a o s a T e a b H o r o  
x a p a i c r e p a ?
E c j m  Bbi OTBeimm n a  Bonpoc A 3 ,  t o  n a  ocraabHbie Bonpocbi amceTbi B a i u  OTseuaTb ne nyamo. UpocHM HanpasHTb 
HacToamyio amceTy no yicasaHHOMy aapecy.
B a a r o a a p H M  s a  B a m y  n o M o n m  !
A 4 )  C K O J ib K O  B c e r o  K O c n o M H p O B a n H b i x  r m t O B  a s j i a i O T c a  c o T p y a n m c a M H  o d t e i c r a  ( to  e c T b ,  o d m e e  K O j m u e c T B O  T a r m x  
r m t O B ,  a  n e  K O j m u e c T B O  p a d o T a i o m n x  b K a x o H - j m d o  K o m q p e T H b m  a e n b ) ?
H a  n p O T a a c e H H H  o a n o r o  r o a a  ( t o  e c r b ,  n o c r o a m i b r a  n r r a T )
H a c T b  r o a a  m m  n e p H o a n u e c K H  ( t o  e c r b ,  a o n o j n m r e j i b H b r a  c e s o m i b m  n e p c o n a a )
A 5 )  B  K a K O M  r o a y  B n e p B b i e  n o a a m m c b  n a  o d t e i c r e  K O c n O M n p o B a n H b i e  r m u » i ?
A 6 )  y K a a o H T e ,  o n v i e n a a  r a a o m c a & m  n o a x o a a u m e  O T B e i b i ,  n p r n m n b i  n a n  M O T H B b i ,  c  K O T o p b i M H  d b i a o  C B a s a n o  s t o  
H O B O B B e a e m i e  -  K O c n o M b i  a a a  r m t O B  n a  B a m e M  o d t C K r e :
JJjm n p H B a e u e H H a  d o a b m e r o  K o a n u e c T B a  n o c e T H r e a e n
JJjisi o d m e r o  noBbnnem ia KaueciBa odcayam Banna noceTH reaen
Æ i a  irpeaocraBaeHHa doaee uenHon y c a y m  s a  npeaonoio croHMOcrb dnaera
% ( a a  n p o a a e i m a  B p e M e n n ,  K o r o p o e  n o c e n r r e a n  o d b i u n o  n p o B o a a r  n a  o d t e x r e
JSjia. K O H i p o a a  s a  n o r o K O M  n o c e T H r e a e n  n a  o d t e x T e
Jljia. n o B b n n e n n a  o d p a s o B a r e a b H o n  n e n n o c m  n p o r p a M M b i  n o c e m e n n a
/ ( a a  y x p e n a e n n a  c n c r e M b i  d e s o n a c n o c r n  n a  o d t e x T e
Jljia. noBbnnenna pasBaeKareabHon uenHocrn nporpaMMbi nocemenna
Pasaea B: Bonpocw 0 6  odteKre
B l )  K a K  H a s H B a e r c a  B a m  o 6 i > e K T ?
B 2 )  O m e T B T e  r a a o H K o n  1  T r a i  n p e a n p n a r H a ,  k  K O T O p o M y  O T H O C H T c a  a a m i b i H  o d t e K r :
O d m e c T B e H H a a  o p r a H H s a u H a / r o c y a a p c T B e H H o e  n p e a n p n a r n e / n p a B H r e a b C T B e H H o e  y n p e a c a e H H e  
H a c T H o e  ( H C K O M M e p M e c K o e )  n p e a n p H a r a e  
H a c T H o e  ( K O M M e p n e c K o e )  n p e a n p n a a n e  
H h o c  ( y K a a o r r e  k o h k p c t h o )
B3) y K a a c H T e  y c r a H O B a e m ç T O  a a a  o d t e K i a  a e n y  B x o a n o r o  d n a e r a  a a a  B s p o c a o r o  n o c e m x e a a  b  M e c r n o n  s a a i O T e  n a  
x e K y m n n  M O M e n r .  E c a n  n o c e m e n n e  d e c n a a x n o ,  t o  y x a a c n r e  " 0 " :
B4) B KaKOM r o a y  o d t e K x  d b i a  OTKptrr a a a  n o c e r m e a e n ?
B5) Kanoe KoannecTBO nocernxeaen nodbmaao na odbCKxe b  Kaacabin roa ns yKasannbix mmœ aer ero cymecTBOBanna 
(npndansHTeabHo)?
1996/1997
1991/1992
1986/1987
1981/1982
1976/1977
1971/1972
B6) Koraa odteKX o x x p b r r  a a a  n o c e m e n n H ?  O x M e x b T e  r a a o H K o n  1  n s  B a p n a n r o B  o x B e x a :
Bee 12 MecaneB roaa
Hacxb roaa nan necKoabKO nepnoaoB b  roay (yKaacnre KoannecTBO anen/Mecaubi)
B7) K a K O B a  c p e a n a a  n p o a o a a c n r e a b n o c x b  n o c e m e n n a  b  n a c x o a m e e  B p e M a ?  O x M e x b T e  r a a o M K o n  1  n s  B a p n a n x o B  
O T B e x a :
Boaee 5 nacoB 
Ox 3 ao 5 nacoB 
Ox 2 ao 3 nacoB 
Ox 1 ao 2 nacoB 
Menee 1 naca
B8) npOBoaaxca an na odteKxe onpocbi nocexHieaen no noBO,ZQr nx yaoBaexBOpenna odcayanmanneM?
B9) E c a n  Bbi o x B e x n a n  «aa», t o  c o r a a c n a n c b  d b i  B b i  n p e a o c x a B n x b  p e s y a b x a x b i  B a m n x  o n p o c o B  n a M  a a a  n x  
n c n o a b s o B a n n a  b  n a m c M  n c c a e a o B a n n n  ( b  n a m e M  s a K m o H n x e a b n o M  o x n e x e  M b i  n e  d y a c M  y n o M n n a x b  K o o p a n n a r b i  n  
n a s B a n n a  o d t e K x o B ) ?
Ecan Bbi oxBexnan «aa», xo npnaoacnxe, noacaayncxa, k  amcexe Bamn Maxepnaabi.
P a s a e a  C: B o n p o c w  0  n o a d o p e  n e p c o n a a a  
C l) K a K O H  B b i c m n n  y p O B e n b  o d p a s o B a n n a ,  K o x o p b m  n o a y n n a n  B a m n  K O c n o M n p o B a m i b i e  r n a & i ?
Odmee KoannecxBO rnaoB:
C Bbicm nM odpasoBanneM
Co cpeanmvi npoÿeccnonaabHWM odpasonanneM nan ero aKBnBaaenxoM
C a n n a o M O M  o d  O K O H H a n n n  a c i m p a n x y p b i  n a n  o  n o a y n e n n n  o c o d o n  n p o ^ e c c n o n a a b n o n  K s a a n t J i n K a n n n  
B c e r o  ( c B e p b x e  a x n  a a m i b i e  c  B a m n M  o x b c x o m  n a  B o n p o c  A4)
C2) KaxoB Bospacx Bamnx KOcnoMnpoBannbix rnaoB?
K o a n n e c x B O  r n a o B :
JSfl 2 0  a e r  
O r  2 1  a o  3 0  a e r  
O r  3 1  a o  4 0  a e r  
O r  4 1  a o  5 0  a e r  
O r  5 1  a o  6 0  a e r  
O r  6 1  a o  7 0  a e r  
C T a p m e  7 1  r o a a
Bcero (cBeptre 3 t h  aanmae c BanraM o t b o t o m  na Bonpoc A4)
C 3 )  yKaaone KoaHuecTBO Myaoom h  acemaHH c p e a n  KOcnoMnpoBaHHtix maoB:
MyasHHH
ICemaHH
C 4 )  y K a a o n e ,  K a i o i e  K p u r e p H H  B a a c H b i  n p n  i ^ n e i v i e  n a  a o a a o a o c T b  K O c n o M H p o B a H H W x  r a a o B .  O i M e r b r e  r a a o H K a M H  
B c e  n o a x o a a m n e  O T B e r b i :  ( 4 )
OdpasoBanne -  Bbicmmî ypoBenb nan ero aKBnBaaenr
KBaan^nxanna, nojrynennaa nocae OKonnanna Bbicmero odpasoBanna
HnocTpanHbin asbnc
Onbir padoTbi b  odcayncnBannn
Onbrr padoTbi c aoTbMH
Onbrr padoTbi na noaodnoM odbeicre
Onbrr aKrepcKon/TeaTpaabHon padorw
Onbrr nccaeaoBaxeabCKon padoTw
npeatiaymne snanna od odteKie/cnennaabHbie snanna
Hnoe (yKaacnre KOHKpexno)
C 5 )  y K a a c n r e  B a a c n o c r b  c a e a y i o n n i x  y c a O B n n  n p n  n p n e M e  n a  a o a n c n o c T b  K O c n o M n p o B a n n b i x  m a o B .  O n v i e T b T e  
r a a o H K O H  B c e  n o a x o a a m n e  B a p n a n r b i  o t b o t o b :  ( 4 )
nncbMennoe saaBaenne 
rincbMennoe ynpaamenne/TecT 
JlnHHoe codeceaoBanne 
npocaymneanne
npeabiayianh onbix padorw na aannoM odteKre 
rincbMeHHbie peKOMenaainra
Penyraana n nsBecrnocrb b  npo^eccnonaabnbix iqiyrax
Pasaea D: Bonpocw o noaroTOBxe na padoncM Mecre
D l )  K a K y i o  n o a r o T O B K y  n o a y n a i O T  n o B w e  c n e n n a a n c x w ,  n p e » m e  n e w  n x  a b n y c x a i O T  k  c a M O c r o a r e a b H o n  p a d o r e  b  
K a n e c T B e  K O c n o M n p o B a n H o r o  r n a a ?
OxMexbTe 1  nandoaee rnnnnnbin o t b c t  cpean caeayionpix BapnanroB:
He doaee oanoro ana 
O r  oanoro ana ao neaean 
O r  oanoH neaean ao Mecapa 
O r  oanoro ao rpex Mecanes
D2) KaKOBW nandoaee naacnbie acneicrw 3 t o h  nporpaMMbi noaroTOBKH?
OxMerbTe Bce noaxoaamno Bapnanrw OTBeron:
Hn^opManna o neaax nnTepnperannn 
HntÿopMaana od OKcnonaxax /odteKre 
Opnenranna b  npeaeaax odteicra 
HaBbncn KOMMynnKannn
B onpocw  codcTBcnnoro saopOBba n  naBbncn aencTBnh b  n pesB bm nn b ix  c m y an n ax  
np o d acM w  desonacnocrn
D 3 )  H t o  n p n M e n a e r c a  b  i r p o r p a M M C  n o a r o r o B K n ?  O x B e x b T e  B c e  n o a x o a a m n e  B a p n a n r b i  O T B e r o B ( 4 ) ;
Henarnaa nn^opManna od SKcnonaxax/odieKrax 
PasaaxonnbiH Maxcpnaa aaa coxpyanmcoB
J l e K i i H H  M e r o a H C T O B / c n e i p i a j r a c T O B  
A K T H B H L i e  C e M H H a p W
H a d j n o a c H H e  s a  p a d o x o n  o n b i x H b i x  K O C x i O M i q ) O B a H H i > i x  r n q o B  
H a i r a c a H H e  x c k c x o b  h j i h  i r a c L M e n H b i x  p a d o x  
H a d m o a e H H e  M e H e a a c e p o B  s a  H O B H U K a M H  
HHaHBimyajn>Hbie nccaeaoBaxejiBCKHe npocKXbi 
H n o e  ( y K a a c H x e  K O H K p e x H o )
D 4 )  K a K  n a c x o  K o c x i O M H p o B a H H L i e  m a B i  n o a y n a i o x  a a a B H e m n y E O  n o a r o x o B K y ,  e c a n  o h h  y a c e  a B a m o x c a  
c o x p y a H H K a M H ?  O m e x t x e  r a a O H K o n  1  h s  n o a x o a a n m x  o x b c t o b  ( 4 )
E a c e a H C B H o
E a c e n e a e a b H O
E a c e M C c a H H O
Pas b  KBapxaa
E a c e r o a n o
H H K o r a a
D 5) KaK Hacxo KOcmoMnpoBaHKbix raaoB oaemmaïox? OxMexbxe 1 noaxoaamnH o x b c x  (4)
E a c e a n e B H O  
E a c e n e a e a L H O  
; EaceMecKHHO 
P a s  B  K B a p x a a  
E a c e r o a H O  
H m c o r a a
D 6 )  K a K H e  n p n  3 x o m  n c n o a B s y i o x  n p o a e a y p t i  o u c h k h ?
O x M e x b x e  B c e  n o a x o a a m n e  B a p n a H x w  o x B e x o B . ( 4 )
O d b W H b i e  H a d a i o a e H H a  p y K O B o a n x e a a ( e n )  
y c x H L i H  x e c x / 3 K s a M e H  
0 ( J ) H i m a a i > H b i H  n p o c M O x p  
r i H C L M e H H L i H  x e c x / 3 K s a M e H  
H n o e  ( y K a a c H x e  K o m c p e x H o )
P a s a e a  E :  J ( o a a c H o c x H L i e  B o n p o c b i
E l )  K a K o e  K o a n n e c x B O  K O C x w M H p o B a H H b i x  r n a o B  ( o x a e a b H O -  M y a c u H H  h  a c e m u H H )  n p H H a x o  n a  a o a r o c p o u H y i o  
( n o c x o a H H y K )  n a n  c e s o m Q x o )  p a d o x y  n a  c a e a y i o m n x  y c a o B i w x :
K o a H H c c x B o  r a a o B
E o a e e  3 0  p a d o n n x  nacoB b  n e a e a i o  - ............................. M y a c u H H ........................................ a c e m m i H
O x  2 0  a o  3 0  p a d o H H X  nacoB b  n e a e a i o  - ..................  M y a c u H H ...................................a c e m a n H
O x  1 0  a o  2 0  p a d o H H X  n a c o B  b  n e a e a i o  - ....................M y a c n m i ..........................................a c c H m n H
M e n e e  1 0  p a d o n n x  n a c o B  b  n e a e a n )  - ............................M y a c n n n .......................................... a c e n m n n
B c e r o  ( c o n o c x a B b x e  o d m e e  K o a n n e c x B O  c  o x s e x o M  n a  A 4 ) .......................... Myaomn.....................................a c e n m n n
E 2 )  B b i a a e x c a  a n  K a a c a o M y  K O c n o M n p o B a n n o M y  r n a y  a o a a c n o c x n a a  n n c r p y i c n n a ?
E c a n  B b i  o x B c m a n  «aa», x o  c o r a a c n b i  a n  B b i  n p e a o c x a B n x b  K o n m o  n n c x p y K i m n  a a a  e e  n c n o a b S O B a n n a  b  M a x e p n a a a x  
n a m e r o  n c c a e a o B a n n a ?  ( b  s a K j n o n n x e a b n o M  o x n e x e  m h  n e  d y a e M  y K a s b i s a x b  n a s n a n n e  n  p e K B n s n x b i  o d t e K x a )
E c a n  B b i  o x s e x n a n  « a a » ,  x o  B K i n o n n x e  O K s e M i i a ^  n n c x p y K i m n  b  n p n a o a c e n n e  k  a m c e x e .
E 3 )  K a K  a o a r o  a e n c x s y e x  K o n x p a K X ,  n o  K O X o p O M y  n a n a x b i  K O C x m M n p o B a n n b i e  r n a b i ?  O x M C X b x e  r a a o m c o n  1  
n o a x o a a m n n  n a p n a n x  o x n e x a  ( 4 )
Bes KonxpaKxa 
Oannaenb 
Jîp 3  MecaneB
O x  3  MecaneB a o  6  Mccanes 
O x  6  MecaneB a o  1  r o a a  
O x  1  r o a a  a o  3  a e x  
B o a e e  3  a e x  n a n  d e c c p o n n o
E 4 )  B  K a i c n x  p a s M e p a x  o n a a n n B a e x c a  p a d o x a  K O C x m M n p O B a m i b i x  m a O B  s a  o a n n  p a d o m r a  a e n b ,  n p n p a B H H B a e M b r n  k  
n o a n o M y  p a d o n e M y  a m o  ( b  M e c x n o n  B a a i o x e ) ?
MVaCHHHLI
acenmnHbi
E 5 )  K a K  a o j i r o ,  b q ) e a H C M ,  p a d o x a i O T  K O c n o M n p o B a H H L i e  r u a t i  n a  o d t e K r e ,  n p e a m e  hcm ohh n e p e B o a a r c a  n a  a p y r y i o  
p a d o x y  (b  cbhsh c n e p e x o a o M  n a  a p y r y i o  a o a a c H O C X b ,  b cbksh c d e p e M C H H O C X b i o ,  b c s a s H  c  y x o a o M  n a  n e H c m o ) ?  
O x M e x b x e  r a a o H K O H  n o a x o a a n m n  B a p n a n x  ( 4 )
JSfl 3  M e c a n e B    M y a c n m E b i ................................a c e m m m b i
O x  3  M e c a n e B  a o  6  M e c a n e s ...................................M y a c u m a i .............................a c e m n n m , !
O x  6 MecaneB a o  1 r o a a  .................................. Myaomnbi.............................acemnnnbi
O x 1 ro aa  ao  3 aex ...................... M ya o n o m i...................acemnnHW
B o a e e  3  a e x ..................................MyaomHBi............................. acemnHHLi
E 6 )  C K o a b K O  c x o H x  n o a n b i n  K O M x i a e i c r  o a n o r o  K O C x iO M a ?  Y K a a c n x e  c p e a m o K )  cxohmocxi» b M e c x n o n  B a a i o x e ;
Pasaea F  : Bonpocw o BbmoanaeMon padoxe
F I)  KaK dw  BW oimcaan cxaiyc KOCxroMnpoBannBix rnaoB Bnyxpn oprannsannn?
BwcoKHâ 0  Bbnne cpeanero  o nnace cpean ero  o h h s k h h  o
F 2 )  CKoabKO nacoB b aem> naxoanxca KOcnoMnpoBannwH rna b Konxaicxe c  nocexnxeaaMn? OxMexbxe 1  Bapnanx ( 4 )
Jlp 2 nacoB 
0 x 2  a o  4  nacoB 
O x  4  a o  6 nacoB 
O x  6 a o  8 nacoB 
B o a e e  8 nacoB
F 3 )  KaKOH Bapnanx oxBexa nandoaee noaxoanx aaa oimcanna oxnomenHH Meacay KOCXEOMnpOBannwMn rnaaMn n 
nocexHieaaMH? OxMexbxe 1 Bapnanx. (4)
PasroBOpw na odbmnwe xeMw
PasroBop na naiipanaaeMyio xewy (b  cooxBexcxBnn c  noanxHKon/pyKOBoacxBOM)
^QeMoncxpanna (npoMBicaa, ncpyccxBa nan noaodnoe)
HMnpoBHsnpoBannaa npesenxanna nan SKCKvpcna 
npesenxanna no BLtynennoMy xeKCxy nan Maxepnajty SKCKypcnn
F 4 )  Koraa nocexnxean MOiyx saaaxb Bonpocw KOcnoMnpOBannoMy may? OxMexbxe 1 Bapnanx oxnexa:
(4)
B aiodoe BpeMa
B cnennaabno npeanasnanennoe BpeMa (nanpnMep, nocae npesenxannn/sKCiypcnn, np.)
K o ra a  n x  od 3x o m  nonpocax  
H nK oraa
F 5 )  Kaicne xnnaacn npeacxaBaem.1 KOCXiOMnposannbiMH rnaaMn? (TIocMOxpHre onncanne, npnaaraeMon k  annexe). 
OxMexbxe Bce BOSMoacnbie noaxoaamne Bapnanxw oxnexa:
(4)
Fnaw ox xpexbero anna (nepoaenwe xnnaacn)
F nabi ox nepBoro anna (poaeBwe xnnaacn)
JInnnbie raabi, padoxaiomne nan b poan, xan n sne poan 
Fnabi, aeMoncxpnpyioinne npOMbicea nan nci^ ccxBO
F 6 )  KaKHM odpasoM aynm e oim caxb odcxanoBKy, b Koxopon padoxaiox KocnoM nponannbie rn ab i?  O xM exbxe 1 
n o a x o a a m n n  oxbcx:
(4)
O ^ o p M a e n n e  o d c x a n o n i c n  B K m o n a a o  K O c n o M n p o B a n n w x  r n a o n
F wm^T aodasnan Koaopnxnocxn b cymecxBOBaBmee o^opMaenne odcxanonicn
O^opMaenne odcxanoBKH npnmaocb nsMeinrrb, b cbhsh c noaBaenneM KOcnoMnpoBanmix rnaoB
F 7 )  KaKHM odpasoM aynm e onncaxb ly  odcxanoBKy, Koxopyio m n epnpexn pyiox rnabi?  OxMexbxe 1 n o axoaam n n  
Bapnanx oxnexa. (4 )
EcxecxBennaa (nsnanaabno cymecxBonaBinaa) odcxanonica 
OpaxMenx odcxanoBKH
OrpecxanpnpoBannaa nepnonanaabno cymecxBOBanniaa odcxanonica
F ajiep ea H jra BbicraBOHHaa lu iom aab
Pasaea G; Bonpocti o Bac
G l) KaK HasBffiaerca Bama aoaacHOCTb:
G2) C Bamen npo^eccnoHaabHOM tohkh spemia -  b KaKon Mepe caeayiomHe MOMeirrbi cnocodcTByiOT 
yaoBaeTBopemno nocernreaen bo npeivia nocemenna odtcKTa? OmeTBTe bcc noaxoaamne Bapnainw otbctob: (4)
noHaTHbie TadaHUKH
FloHaTHwe odosHaneHHa h BBmecKH-snaKH 
riyTeBoaHTeaH(ab)
AyanosairacH 3KCKypcHH(H)
Bnaeo h mn>ie ayanoBHsyaaBHBie npeseHTaarai 
HHrepaKTHBHBie KOMimioTepHLie chctcmbi 
Fnabi, He oaexwe b poaentie KocnoMbi 
CoxpyaHHKH oxpam.1 h desonacHOcra 
KocnoMHpoBaHHBie raabi
G3) KaKOBBi Bamn npo^eccnoHaaBHBie OTHomenna c KocnoMHpoBaHHBiMH raaaMH b opraHHsaimoHHOH crpvKiype 
npeanpHaxHa - odteKra? OrMerBxe 1 BapHanr oxBexa(4)
KocBeHHO pyKOBOHcy 
HenocpeacxBeKHO pyxoBoacy 
PaBHBi no cayacednoMy noaoacemno 
HenocpeacxBenHO noammaiocB 
KocBCHHO noaunnaiocB
G4) C Bamen npo^eccHonaaBHOH xohkh spenna, b Kaxon cxenean KOciOMHpOBaHHbie rnabi cnocodcxByiox ycnemnon
padoxe odBeKxa-npeanpnaxna? OxMextxe Bce noaxoaamne Bapnanrbi
(4)
npHBaeKaiox doabine nocexnxeaen  
B neaoM  noBbnnaiox KanecxBO odcayacnBanna 
H acbim aiox ycayry , noBbim aa ee nennocxb npn  npeacnen aene  
rip oaan B aio x BpeMa, npoBeaennoe cpeannM  nocexnreaeM  na o d te x re  
K om p oan pyio x  noxox nocexnxeaen na xeppnxopnn o d te x ra  
y c n a n sa io x  odpasoBaxeabHBin xoM nonenx nporpaM M bi nocem enna  
y c n a n sa ïo x  odecnenenne desonacnocxn na odteK xe  
noB bnnaiox pasBaexaxeabnbin xoM nonenx nporpaM M bi nocem enna
G5) F[o BameMy npo4)eccnonaabnoMy Mnenmo, xax sanaiox saxpaxbi na ncnoabsoBanne xocxEOMnpOBannbix rnaoB na 
nenoodpasoBanne -  neny BXoanoro dnaexa na odtexx (ecan ecxb Bxoanaa naaxa)? (4) 
onenb o cpeane o Maao o nnxax o
G6) yxaacnxe nMa oanoro ns Bamnx xocxiOMnpoBannbix rnaon, xoxopbin coraacnaca dbi ynacxBonaxb n namnx 
aaabnenmnx onpocax b neaax nccaeaonanna:
C roxoBnocxbK) 
nempaabno 
neoxoxno 
oxxasaaca
BaaroaapnM Bac sa BpeMa, xoxopoe Bbi yaeanan namen annexe. npocnM nanpannxb sanoanennyio anxexy no aapecy, 
ynasannoMy na nepnon cxpannne.
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Appendix V 
Pilot costume management questionnaire
Unis
Site number Category code
University 
of Surrey
1) How would you describe the curatorial 
staff’s involvem ent with the design, making 
and wearing of the costum es (tick one):
□  Supervisory
□  Advisory (2)
□  No involvem ent
2) Which of the following are worn by one or 
more costum ed interpreters at your site? (Tick 
as m any as appropriate):
□  Modern underw ear instead of period 
undergarm ents
□  Modern underw ear in addition to period 
undergarm ents
□  Modern spectacles
□  Modern jew ellery
□  Modern m ake-up or perfum e
□  Modern hairstyles
□  Modern shoes
(Enter num ber of ticks 1 -2 /3 -5 /6 -7 )
3) How often are interpreters form ally trained 
in costum e m atters each year - for exam ple, in 
posture, deportm ent, how to put on garments, 
how to store them , and/or how to care for 
them ? (Tick one)
□  Daily
□  W eekly
□  Monthly
□  Quarterly
□  Annually
□  N ever (s)
4) How often are interpreters observed in their 
costum es and provided with com m ent about 
their appearance? (Tick one)
□  Daily <’)
□  W eekly
□  Monthly
□  Quarterly
□  Annually
□  N ever
Costumes at historic sites
W e would be very grateful if you could 
answ er the following questions. T h e  
purpose of this prelim ary study is to see  
how easily respondants are able to 
answ er the questions.
5a) To w hat extent are the interpreters  
responsible for the m aintenance of their own  
costum e? (Tick one)
□  The whole costum e
□  Parts of the costum e
□  None of the costum e b)
5b) If the site is responsible for the 
m aintenance of any parts of the costum es, 
how often is m aintenance undertaken? (Tick  
one)
□  Daily
□  W eekly
□  Monthly
□  Quarterly
□  Annually
□  Never (6)
5c) How m any staff are em ployed (or under 
contract) to care for the costum es? (Tick one)
□  None b)
□  Qne
□  Two or m ore
6) W hat is the general attitude of staff towards  
wearing costum e? Tick one.
□  Positive - ie the majority of the staff have a 
positive attitude b) “*•'
□  N egative - ie the majority of the staff have a 
negative attitude
□  Mixed - ie positive and negative attitudes are  
held in roughly equal m easure
Please use the reverse of this sheet to m ake  
any additional com m ents you think relevant. 
Thank you for taking the tim e to answ er these  
questions. Your help is very much appreciated .
Professor David Airey 
School of Management Studies for the Sevice Sector 
University of Surrey 
Guildford, Surrey GU 5HX, UK 
Tel. +44 (0) 1483 300800 Fax. +44 (0) 1483 300803
Appendix VI 
Prepilot visitor questionnaire
Unis
University 
of Surrey
Costumes at historic sites
Introduction
This site is participating in a preliminary 
study of historic sites by the University 
of Surrey. The researchers would be 
very grateful if you could answer the 
following questions about the costumes 
you saw during your visit here today.
The purpose of this prelimary study is to 
see how easily visitors are able to 
answer the questions. Please comment 
on the questions by writing in the margin 
if you think necessary.
Section A - About your visit 
Please read the statements carefully.
Consider whether you agree or disagree with the 
statement and, if so, how strongly.
Please choose a number from the scale to show how 
much you agree or disagree with each statement and 
place a cross in the box beside the number:
1) I thought the costumes were very well made
i d  2O  3O  4 d  s d
strongly agree strongly disagree
2) The costumes I saw encouraged me to ask 
questions
iQ  2Ü  sQ  U  sQ
strongly agree strongly disagree
3) The costumes did not add to my 
entertainment here
s d  4 d  3d  2d  i d
strongly agree strongly disagree
4) The use of costume was important in my 
decision to visit the site
i d  2d  3d  4 d  s d
strongly agree strongly disagree
5) The costumes suggest the historical 
information provided here is unreliable
SU 4Û  3Ü  2Ü  lQ
Strongly agree strongly disagree
6) The costumes made me chat with the staff 
for some time
iQ  2 Ü  3 Ü  4 Ü  sU
Strongly agree strongly disagree
7) If you paid to visit the site, please respond 
to the following statement:
The costumes did not make me feel my visit 
was worth the price of admission
S Q  4 Ü  3 Ü  2 Ü  l Q
Strongly agree strongly disagree
8) I will recommend this site to my friends 
because of the costumes
i d  2d  s d  4 d  s d
strongly agree strongly disagree
9) The costumes added to the educational 
value of my visit
n  2 Ü  3 Ü  4 Ü  s Q
Strongly agree strongly disagree
10) The use of costumes here would not 
encourage me to visit again
s d  4 d  s d  2d  i d
strongly agree strongly disagree
11)1 Spoke to the staff because  the  costum es  
w ere  interesting
n  2 0  3 0  4 0  5 0
strongly agree strongly disagree
13) The costumes did not encourage me to 
spend more time with the staff
sO 4 0  3O  2O  1O
strongly agree strongly disagree
14) Seeing staff in costum e added to my 23 ) I learned a  great deal because  the staff
enjoym ent of the site w ere  in costum e
i d  2d  s d  4 d  s d  i d  2d  s d  4 d  s d
strongly agree strongly disagree strongly agree strongly disagree
15) I spoke with the staff for longer because of 24 ) I enjoyed my visit m ore because the staff 
the costum es w ere  in costum e
i d  2d  s d  4 d  s d  i d  2d  s d  4 d  s d
strongly agree strongly disagree strongly agree strongly disagree
16) If you paid to visit the  site, p lease respond 25 ) T h e  costum es m ade m e feel
to the following statem ent: uncom fortable about speaking to the staff
Th rl t f I I h H s d  4 d  s d  2d  i dThe costumes encouraged m e to feel I had my
money'sworth Sfmng/yagree sfrong/yd/sagree
i d  2d  s d  4d  s d  26 ) T h e  use of costum es suggested the
strongly agree strongly disagree rnanagers of the Site care about the  visitor s
experience
17) I asked questions because the  costum es • 2d  i d
m ade m e interested , ,
P - v  p - . p - . p - . p - v  strongly agree strongly disagree
i d  2d  s d  4 d  s d
strongly agree strongly disagree T h e  COStumes don t shoW they take
custom er care seriously here
18) I was m ore m otivated to speak  to staff 2d  1 d
because they w ere  in costum e , , .
P_v p - v  p - v  p - v  p - v  strongly agree strongly disagree
i d  2d  s d  4 d  s d
strongly agree strongly disagree T h e  costum es did not teach m e anything
. . s d  4 d  s d  2d  i d
19) The costum es suggest the historical , ,
information provided here is reliable strong y  agree strong y  isagree
i d  2d  s d  4d  s d  29 ) T h e  use of costum es m akes m e w ant to
strongly agree strongly disagree again
-lOlTh f  H i d  2d  s d  4 d  s d12) The costum es w ere  fun and very , , .
entertainingtosee Sfmnp/yagma slrong/yd/sagraa
i d  2d  s d  4d  s d  30) I did not ask questions because the
strongly agree strongly disagree COStumes did not provoke my CUrioSity
s d  4 d  s d  2d  1 d
20) The costum es w ere  a  big attraction for m e ,
when I was planning w hat to do today strong y  agree strong y  isagree
i d  2d  s d  4d  s d  31) T h e  use of costum es added to the
strongly agree strongly disagree enterta inm ent value Of m y visit
i d  2d  s d  4 d  s d21 ) If you paid to visit the site, please respond 
to the following statement: strongly agree strongly disagree
n  2Ü 3Ü n  sQ
strongly agree strongly disagree
32) The costumes show the history I learned 
The costumes made my visit good value for ^ere is accurate
money
i d  2d  s d  4 d  s d
Strongly agree strongly disagree
22) The costumes were not worth 33) The use of costume was not important in
recommending to my friends my decision to visit the site
s Q  U  3 Ü  2 Ü  U  5 Ü  U  3 Ü  2 Ü
strongly agree strongly disagree strongly agree strongly disagree
34) The costumes I saw here were of a poor 2) I visited today: 
standard
S Q  4 Ü  3 Ü  2 Ü  l Q
Strongly agree strongly disagree
35) The use of costumes wouldn’t make me 
come here again
sQ  n  sU  zU  iQ
strongly agree strongly disagree
36) Seeing staff in costume did not add to my 
enjoyment of the site
sLl 4O  3O  2O  i d
strongly agree strongly disagree
37) The costumes made me think: ‘Til tell my 
friends about this place!”
l Q  2 Ü  3 Ü  U  s Q
strongly agree strongly disagree
38) The costumes suggest that customer 
service is important here
i d  2d  3d  4 d  s d
Strongly agree strongly disagree
39) The costumes I saw here were of a high 
standard
i d  2d  3d  4 d  s d
strongly agree strongly disagree
Section B - About you
Please tick the appropriate box to indicate your answers.
1) Did you know that there were costumed 
staff here before you visited ?
□□ YesNo
d  alone
d  with one companion/partner
d  with more than one companion
d  with my family
d  with an organised group -
3) I visit historic sites
d
d
d
d
d
more than once a month 
once a month 
once a quarter 
once a year 
less than once a year
4) My age is:
□□□□□□□
5) I am:
under 21
between 21 and 30 
between 31 and 40 
between 41 and 50 
between 51 and 60 
between 61 and 70 
over 71
□□ MaleFemale
6) My educational background is:
d  I attended high school
d  I gained a college degree
d  I gained a postgraduate qualification
Thank you for taking the time to answer these questions. Your help is very much appreciated.
Professor David Airey 
School of Management Studies 
for the Sevice Sector 
University of Surrey 
Guildford, Surrey GU 5HX, UK 
Telephone +44 (0) 1483 300800 
Facsimile +44 (0) 1483 300803
Appendix VII 
Pilot visitor questionnaire
University 
of Surrey
Site number Serial number Category code
Section A - About vour visit
Please read the statements carefully.
Consider whether you agree or disagree with the 
statement and, if so, how strongly.
Please choose a number from the scale to show how 
much you agree or disagree with each statement and 
place a cross in the box beside the number:
1) I thought the costumes were very well made
l Q  2 O  3 Ü  U  5 Ü
Strongly agree strongly disagree
2) The costumes suggest the historical 
information provided here is unreliable
5 Ü  U  3 Ü  2 Ü  lQ
strongly agree strongly disagree
3) If you paid to visit the site, please respond 
to the following statement:
The costumes did not make me feel my visit 
was worth the price of admission
sQ a  3 Ü  2Ü  n
strongly agree strongly disagree
4) The use of costumes here would not 
encourage me to visit again
■ s U  U  3 Ü  2 Ü  U
Strongly agree strongly disagree
5) The costumes did not encourage me to 
spend more time with the staff
n  u  3Û  2Ü  iQ
strongly agree strongly disagree
Costumes at historic sites
Introduction
This site is participating in a preliminary 
study of the use of costume at historic 
sites by the University of Surrey. We 
would be very grateful if you could 
answer the following questions about 
the costumes you saw during your visit 
here today. The purpose of this 
prelimary study is to see how easily 
visitors are able to answer the 
questions.
6) The costumes were fun and very 
entertaining to see
iQ  2O  3O  4O  5O
strongly agree strongly disagree
7) The costumes were a big attraction for me 
when I was planning what to do today
l Q  2 Ü  3 Ü  4 Ü  sQ
Strongly agree strongly disagree
8) The costumes were not worth 
recommending to my friends
5O  4O  3O  2O  iO
strongly agree strongly disagree
9) The costumes made me feel uncomfortable 
about speaking to the staff
s Q  4Û  s Q  2 Q
strongly agree strongly disagree
10) The costumes don’t show they take 
customer care seriously here
S Q  4 0  3 0  2O  1O
Strongly agree strongly disagree
11) The costumes did not teach me anything
s d  4L) 3d  2d  i d
strongly agree strongly disagree
12) I did not ask questions because the 
costumes did not provoke my curiosity
5O  4 O  3O  2 O  1O
strongly agree strongly disagree
13) Seeing staff in costume did not add to my 
enjoyment of the site
5O  4O  3O  2O  1O
strongly agree strongly disagree
Section B - About you
Please tick the appropriate box to indicate your answers.
1 ) Did you know that there were costumed 
staff here before you visited ?
Please use this space to make any additional comments 
you think relevant.
□□ YesNo
2) I visited today: 
d  alone
d  with one companion/partner
d  with more than one companion
d  with my family
d  with an organised group
3) I visit historic sites
d
d
d
d
d
more than once a month 
once a month 
once a quarter 
once a year 
less than once a year
4) My age is:
d  under 21
d  between 21 and 30
d  between 31 and 40
d  between 41 and 50
d  between 51 and 60
d  between 61 and 70
d  over 71
5) I am:
d
d
Male
Female
Thank you for taking the time to answer these 
questions. Your help is very much appreciated.
6) My educational background is:
d  I attended high school
d  I gained a college degree
d  I gained a postgraduate qualification
Professor David Airey 
School of Management Studies 
for the Sevice Sector 
University of Surrey 
Guildford, Surrey GU 5HX, UK 
Telephone +44 (0) 1483 300800 
Facsimile +44 (0) 1483 300803
Appendix VIII 
Costume management questionnaire
w
Site number Category code
P C
University 
of Surrey
□ 
IÜ
! □jg □
I  □
é □ 
□
M odern underw ear instead of period 
undergarm ents
M odern underw ear in addition to period
undergarm ents
M odern spectacles
M odern jew ellery
M odern m ake-up or perfum e
M odern fiairstyles
M odern shoes
3) How often are interpreters trained in 
costum e m atters each year - for exam ple, in 
posture, deportm ent, how to put on garments, 
how to store them , and /or how to care for 
them ? (Tick one)
□  Daily
□  W eekly
□  Monthly
□  Quarterly (2)
□  Annually
□  N ever
4) How often are interpreters observed in their 
costum es and provided with com m ent about 
their appearance? (Tick one)
□  Daily
□  W eekly
□  Monthly
□  Quarterly
□  Annually
□ Never(^ )
1) How would you describe the curatorial 
staff’s involvem ent with the design, making 
and wearing of the costum es? (Tick one):
□  Supervisory
□  Advisory
□  Som e indirect involvem ent
□  No involvem ent
2) Which of the following are worn by one or 
m ore costum ed interpreters at your site? (Tick 
as m any as appropriate):
Costumes at historic sites
W e would be very grateful if you could 
answ er the following questions. The  
purpose of this study is to discover more 
about the w ay interpreters’ costum es are  
m ade and m anaged at historic sites.
5a) To w hat extent are the interpreters  
responsible for the m aintenance of their own 
costum e? (Tick one)
□  T he  whole costum e
□  Parts of the costum e
□  None of the costum e
5b) If the site is responsible for the  
m aintenance of any parts of the costum es, 
how often is m aintenance undertaken? (Tick 
one)
□  Daily
□  W eekly
□  Monthly
□  Q uarterly (2)
□  Annually
□  N ever (s)
5c) H ow  m any paid staff (not volunteers) are  
em ployed to care for costum es? (Tick one)
□  None
□  O ne (2)
□  Two (2)
□  T h ree  or m ore ^
6) W h at is the general attitude of staff towards  
w earing costum e? (Tick one)
□  Positive - ie the majority of the staff have a  
positive attitude
□  N egative - ie the majority of the staff have a 
negative attitude (2)
□  M ixed - ie positive and negative attitudes are  
held in roughly equal m easure  <2)
If you would like to m ake further com m ent, 
please use the reverse of this paper. Your help 
is very much appreciated - thank you !
Professor David Airey 
School of Management Studies for the Sevice Sector 
University of Surrey, Guildford, Surrey GU2 7HX, UK 
Tel +44 (0) 1483 259656 Fax +44 (0) 1483 300803
Appendix IX 
Second pilot visitor questionnaire
Unis
University 
of Surrey
Guildford
Surrey GU2 7HX, UK
Telephone
+44 (0)1483 259342
Prof David Airey 
School of
Management Studies 
for the Sevice Sector
Site number Serial number Category codes
Section A - About visiting historic sites
1) P lease indicate w hat m akes you a  satisfied  
visitor w hen you go to an historic site. W h at is 
most im portant in m aking you feel satisfied, 
w hat is least im portant, and w hat are  in 
between?
Use 1 for most im portant and 5 for least 
important.
Costumes at historic sites
This site is participating in a  preliminary 
study of visitor satisfaction at historic 
sites by the University of Surrey. W e  
w ould be very  grateful if you could 
answ er the following questions about 
your visits to historic sites in general and 
your visit here today. T he  purpose of this 
prelim inary study is to see how easily  
visitors are  able  to answ er the 
questions. T h an k  you for your help.
feel satisfied w hen I have: 
had fun
learned  som ething  
felt w elcom ed  
enjoyed m yself 
had m y m oney’s worth
1,2 ,3 ,4 ,5□□□□□
(including adm ission and/or travel costs)
2) W ere  you satisfied with your visit here today? Yes D  No D
3) W hich of the statem ents in each of the following pairs is the  better description of the  
costum ed interpreters you saw  here today ?
Put A  or B in each box below
I had fun with the costum ed interpreters (A)
 ^ OR
learned som ething from the costum ed interpreters (B)
□
I felt w elcom ed by the costum ed interpreters (A)
OR □
I felt I had my m oney’s worth from the costum ed interpreters (B)
I enjoyed seeing the costum ed interpreters (A)
OR □
I learned som ething from the costum ed interpreters (B)
I felt I had my m oney’s worth from the costum ed interpreters (A)
OR □
I had fun with the costum ed interpreters (B)
Section B - About vou
I learned som ething from the costum ed interpreters (A)
OR □
I felt w elcom ed by the costum ed interpreters (B)
felt I had m y m oney’s worth from the costum ed interpreters (A)
OR □
I enjoyed seeing the costum ed interpreters (B)
I had fun with the costum ed interpreters (A)
OR □
I felt w elcom ed by the costum ed interpreters (B)
I learned som ething from the costum ed interpreters (A)
OR □
had m y m oney’s worth with the costum ed interpreters (B)
I felt w elcom ed by the costum ed interpreters (A)
OR □
I enjoyed seeing the costum ed interpreters (B)
I had fun with the costum ed interpreters (A)
OR □
I enjoyed seeing the costum ed interpreters (B)
part in your decision to visit today? (tick one V)
D  Yes
□  N o ,
Q  D idn’t know  they w ere  here  in advan ce
2) I visited today (tick one V):
LI alone
LI with one com panion /partner
LI with m ore than one com panion
Q  with m y fam ily
LI with an organised group
3) I visit historic sites (tick one V)
LI m ore than once a  month
□  once a  m onth 6) M y educational background is (tick one V):
Q once a  quarter LI I attended high school
once a y e a r LI I gained a  college degree
less than once a  year LI I gained a  postgraduate qualification
4) M y age is (tick one V):
□ under 21
□ betw een 21 and 30
□ betw een 31 and 40
□ betw een 41 and 50
□ betw een 51 and 60
□ betw een 61 and 70
□ over 71
5) 1 am  (tick one V):
□ M ale
□ Fem ale
Appendix X
Tables showing results from second pilot visitor questionnaire (blue)
Total
V isitors’ priority
Fun Learning Feeling Enjoyment Value for
101 66 16
welcome
2 13
money
4
Visit pattern
Alone 1 0 0 0 1 0
1% -% -% -% 8% -%
With friends 
and/or partner 39 25 5 2 5 2
39% 38% 31% 100% 38% 50%
With family 50 35 10 0 3 2
50% 53% 63% -% 23% 50%
With an organised 
group 11 6 1 0 4 0
11% 9% 6% -% 31% -%
Visit frequency
Regular (monthly 
or more) 24 14 5 0 4 1
24% 21% 31% -% 31% 25%
Sometimes (up to 
four times a year) 72 48 11 2 8 3
71% 73% 69% 100% 62% 75%
Less than 
once a year 5 4 0 0 1 0
5% 6% -% -% 8% -%
Age
Under 21 12 8 1 0 3 0
12% 12% 6% -% 23% -%
21 to 30 19 12 0 1 4 2
19% 18% -% 50% 31% 50%
31 to 60 65 44 14 1 4 2
64% 67% 88% 50% 31% 50%
61 and over 5 2 1 0 2 0
5% 3% 6% -% 15% -%
Education
High school ’ 27 18 1 1 5 2
27% 27% 6% 50% 38% 50%
College degree 51 32 10 1 7 1
50% 48% 63% 50% 54% 25%
Postgraduate 23 16 5 0 1 1
23% 24% 31% -% 8% 25%
Appendix XI
A qualitative investigation into 
visitors’ perceptions of costumed interpreters 
at two heritage sites in the United Kingdom
Report prepared by: 
Sue Griffith (Qualitative research and consultancy)
For: Jane Malcolm-Davies 
November 2000
Background
Costumed interpreters are used at a range of historic sites both in Europe and 
North America. It is understood that they are employed mainly for educational aims 
although entertainment, customer care and value for money are also significant 
factors in their use.
As part of a research project into the subject of costumed interpreters, a study is to 
be undertaken into visitor response at a number of sites in the UK, Sweden, USA, 
and Canada. A questionnaire for this survey is being developed, and will be piloted 
before use.
The sites under consideration during this research are those employing costumed 
interpreters as a permanent feature of the visitor experience, rather than those 
where the costumed staff are volunteers or are present only for special events or 
educational programmes.
A pre-pilot study was requested to explore customer attitudes and language, and 
assist in questionnaire development.
Objectives
The overall objective for this pre-pilot stage was to explore with visitors their 
experiences of and reactions to costumed interpreters to establish their framework 
for response and the language in which this response is expressed.
In more detail this covered:
□  their response to costumed interpreters at visitor attractions
□  their perceptions of the purpose of these interpreters
□  what they feel that they, and those visiting with them, get from the 
interpreters
□  how this affects their visit
□  comparisons between how the costumed interpreters and other elements 
affect the visit: which are the elements which add fun? which add 
information?
□  experience of costumed interpreters at different attractions and how they
would compare these experiences: what makes a good/less good 
interpreter?
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Research methodology
An informal unstructured approach was used to allow exploration in depth, and to 
meet the key objectives of allowing visitors to express their ideas and responses as 
freely as possible in their own words. The subject of people in costume was not 
pursued until it came up in the visitors' conversation.
Informal interviews, using a topic guide, were carried out with visitors at two UK 
historic attractions. These were Site X and Site Z. These two sites gave 
representation from different parts of England, and offer different aspects of history.
Visitors were interviewed as a group ie the whole family, friends together, couple 
without children. As far as possible, depending on the range of visitors present at 
the time, the sample was to cover different life stages.
Interviews lasted between 10 and 15 minutes and were conducted where visitors 
and the interviewer could sit in some comfort. All interviews were audio-recorded 
and participants were given a small thank-you gift.
Interviews took place at Site X on 26 October, and at Site Z on 27 October 2000. 
This was half-term week, and was chosen to ensure that there would be a good 
number of visitors available at this relatively late time in the year. It was accepted 
that this would be likely to over-represent people visiting with children, but it would 
be possible to ensure that other life stages were covered.
At Site X it was intended that those interviewed should have completed their visit, 
but this proved difficult to achieve with the need to take people to the room set 
aside for interview. Many of those walking away from the main building entrance 
were going to the gardens, restaurant, back to the car for food etc, while the size of 
the building and variety of things to see tended to mean that those leaving before 
early afternoon were people in a hurry with no time for interview. One family was 
interviewed after completing several tours but intending to continue wandering 
around. As far as possible all those interviewed had some exposure to the 
costumed interpreters or certain of the special events taking place during this half- 
term week. Two respondent parties had seen only the elements of the event 
presented by a temporary team of presenters for the special event rather than 
experiencing the full-time costumed interpreters.
At Site Z, most of the interviewing took place close to the building where there is a 
costumed tour. Some additional interviews were carried out later in the day at the 
main building (one afternoon tour was a student party and thus unsuitable for 
interview, and the last tour of the day would be ending just as the site closed).
At Site X, nine visitor groups were interviewed. At Site Z, seven visitor groups were 
interviewed close to the tour building and a further four in the main building area. 
Details of the samples achieved and a copy of the topic guide are in the 
appendices.
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Summary
□ Visitors understand the description of ‘people in costume', augmented by 
reference to specific tours, activities or events.
□  A major benefit of Costumed Interpreters (CIs) is bringing the place to life: 
visitors can identify, as if they were there. Much of this relates to creating and 
communicating feeling and atmosphere and at its best it puts the
visitor in touch with the past.
□  It is often the small details picked out by the CIs which have most impact, 
and which are remembered.
□ CIs can help visitors to understand the place, giving it a context and putting it
in perspective. There are differences between different kinds of history and it
may be easier to communicate both understanding and identification with 
the past in some sites than in others (for example, everyday life which is 
easier to appreciate, than a specific event or person about which little is 
already known).
□  CIs have potential for an impact on overall enjoyment:
adding colour and pageantry 
making the visit more exciting 
adding amusement and jokes 
being there for the benefit of visitors 
being informal and approachable
□  Reactions to different degrees of interaction and role playing vary. For some, 
participating in activities increased enjoyment, while others may reject 
personal involvement.
□  Key qualities for a Cl are:
being knowledgeable: a good Cl is authoritative and has 
credibility
having acting ability: a good Cl can play a role and has the 
skills to project the voice and to draw visitors in
□  Visitors are not concerned about whether CIs are volunteers, part of a 
regular team, or there for a special event: ultimately the site is responsible 
for their presence.
□ There is awareness and experience of various ways in which CIs are used, 
from the simple ‘being around’ to the more complex re-enactments. It is
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easier for visitors to assess tfie impact of CIs in some situations than in 
others, and the extent to which the use of costume is essential or optional is 
influential here.
□ Where the use of CIs is optional, their advantages are in:
telling the story of the place more effectively 
contributing to the atmosphere 
appealing in particular to children
□  Generally, visitors have high expectations of the way visitor attractions 
present themselves. Having CIs fits these higher expectations, especially in 
the important area of appealing to children.
□  It is difficult to assess the specific contribution to value for money which CIs 
make: some indications come from comparisons with other visitor 
attractions, including those without CIs. Overall satisfaction rating is closely 
linked to the rating for value for money. There are problems where a 
significant number of visitors are members/season ticket holders, as at 
National Trust properties, and thus do not pay per visit. Visitors may also 
react differently according to whether or not they think an attraction is profit 
or non-profit making.
Implications for questionnaire design
Point of contact: needs to be at the end of the visit, and the problems of the 
interviewer being in the right place and of people not actually completing visits 
(especially those involving one or more Cl activities) until a certain time in the day 
need consideration.
Whom to interview: one person in a party of visitors needs to answer the questions, 
and quotas need to take account of this. If more than one member of a visitor party 
fits the quota, a procedure used by market research companies is to establish 
which person has the next birthday and interview this person. This maintains a 
random element in selection, and is readily accepted by potential respondents.
Masking interest in CIs: when establishing whether people have experienced the 
activities with CIs, it would be advisable to mask interest by including other features 
on the list.
Rating the site on different factors: it would be worthwhile to pilot questions in which 
paired statements are presented to respondents. Examples might be:
‘Having people in costume brings (the place) to life’
‘The people in costume helped me identify with the people who 
lived/worked here in the past’
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Research findings
1. Background to the visit
1.1 Visiting in this week
SiteX
Visitors gave a range of reasons for visiting during this particular week/on this 
particular day:
□  for visitors with children as part of half-term: either as part of a stay in 
the area, or as a day out
□ for adults visiting without children:
□  overseas visitors (USA) covering main UK attractions
□  local resident with a friend to stay
□  young woman going off to work abroad ‘being a tourist’ by visiting key
attractions in UK with her boyfriend
From observation there was a wide range of visitors at Site X on this day, in terms 
of party composition and age range, although being half-term would have 
increased the proportion of school age children and their families. When 
approached, a number of older visitors without children were locals who had come 
to walk in the gardens and park. From experience at other attractions, older visitors 
will often decide to avoid school holidays and half-terms.
Three of the family groups knew there were special events for half-term, mainly 
from information in the local papers. One of these, a season ticket holder, had seen 
advance notice of the half-term events during a summer visit, but said she did not 
appear to have had any recent schedule of events from Site X.
SiteZ
Site Z has a range of options from a parking fee to walk in the extensive park and 
country areas, an entrance to the main building only, or entrance to the main 
building and the tour building, where there is a costumed guided tour. In the main 
building there are some costumed demonstrators.
Most of those visiting the tour building had children with them, and from 
observation the majority of those visiting Site Z overall on the day of fieldwork were 
people with children, it being half-term week. One factor influencing the decision to 
visit Site Z was the limited choice of places still open in October.
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Of those visiting without children, one couple were overseas visitors (Canada), and 
a local woman had brought her visiting mother.
At both Site X and Site Z there was a mix of people on a first visit and those who 
had visited previously (see sample profile).
1.2 Expectations about the visit
Visitors to both attractions were, not surprisingly, coming for a history-based 
experience. The emphasis was towards being interesting, with the enjoyment 
coming from the interest rather than any expectations of ‘fun’ in the theme park 
sense.
Some children and their parents had chosen Site X or Site Z to link with school 
projects.
For Site X there was some feeling that it is one of the key historical sites in the UK 
that people should see at least once. First time visitors expected a great building, 
and gardens, and anticipated an emphasis on prominent historical figures. They 
were not aware that there would be costumed tours or other costumed interpreters. 
Previous visitors were aware of the costumed tours.
Site Z was perceived as an interesting place with a convenient location. For first 
time visitors expectations focused mainly on the main building itself, anticipating 
industrial and technological interest, which would be likely to incorporate social 
history. They found out about the costumed tour on arrival. Previous visitors knew 
of the tour building, and some had already visited it on an earlier visit.
2. The response to the costumed interpreters
2.1 Overall reaction
Note that the term ‘costumed interpreters’ (CIs) is used in the report. It is not a term 
used by visitors to attractions. They spontaneously referred to ‘people in costume’ 
and this appeared to be a clear description. Other descriptions used were ‘people 
in period clothes’, ‘people dressed up’ (used mainly by children), or if speaking of a 
specific individual they might refer to the specific period eg ‘in a Tudor costume’ or 
function ‘washerwoman’, ‘cook’ or when talking of other places visited ‘a Roman 
soldier’ or ‘medieval knight’.
Most of the sample had experience of some kind of CIs at other historic attractions: 
these are listed in the appendices. They are referred to where relevant.
It must be borne in mind that some of these experiences were of non-regular use of 
CIs, of volunteer activities and of special events (as indeed were some of the 
activities taking place for half-term at Site X). This is the frame of reference within 
which visitors react, and the implications need consideration for the quantitative
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survey.
Almost everyone was enthusiastic about the use of costumed interpreters. The key 
benefit was that they brought the place to life, making it seem real and helping the 
visitors understand what it would have been like at the time in question.
‘Fills it all out - brings it to life’ Site X
‘ (Child) I like the way she told it - and made it real - it was really good - . 
brought it to life’ Site Z
This in turn made an impact, probably stronger than without the costume, because 
it made visitors think about what was being said or shown and consider the 
implications. This enabled some people to identify with the situation, with the 
people, which gave a feeling of involvement. Bringing the place, the events to life 
made it easier to understand what was being said or shown.
‘Living history is always so much more interesting that something you Just 
hear about’ Site X
7 especiaily liked the way she talked to the children - they would have been 
part of what happened here - it made it true for them’ Site Z
‘The way she kept saying things as if we were actuaiiy there in that time’ 
SiteZ
‘(In the kitchens) most people can relate to making pasties...it was the bustle 
of the kitchen - the life’ Site X
‘It felt real - as though you were there’ Site Z
‘Telling him (son) about little boys his age having to go under the machines 
to dean them’ Site Z
‘The aim is bringing it to life - making it accessible to a wider audience’ 
SiteX
2.2 Feeling what life was like
Respondents emphasised the importance of understanding through feeling and 
being involved which CIs gave. They responded positively to the details of people's 
lives, whether of a specific historic person or people in general. They liked finding 
out about what things were and how they were used. It was the details which 
people felt they would remember and which rounded out and added depth to their 
visit.
‘(For a child) your project will have so much more body, spirit to it if you’ve
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been there, and done it, seen it, touched it’ Site X
The glass straws for the syllabub - little touches like that - whimsicai things - 
these are thing things you remember’ Site X
The iittle picture of people’s lives’ Site X
The dormitories - the sizes of the small children’ Site Z
‘Makes you feel more part of the period’ Site Z
‘(Child) the scratchy straw In the beds! - don’t let the bugs bite!’ Site Z
‘We got there early and they were just having breakfast (in the kitchen) and 
they were explaining to these two (children) about having beer for breakfast!’ 
SIteX
‘Photos and reading don’t bring it to life’ Site Z
‘Puts you into that era - makes you feel part of that era - Just brings it home to 
you... you can relate to it better - certainly get more out of it’ Site Z
Visitors frequently talked about ‘the atmosphere’ and this was what they wanted to 
make things real.
‘You get the atmosphere and the feeling’ Site Z
‘The guide we had was absolutely excellent - he did a really good Job in 
adding to the atmosphere and the ambience’ Site X
‘A sense of atmosphere’ Site X
‘You can see what people wore - gives a much better atmosphere’ Site Z
Where there was an opportunity to bring in the other senses, as well as looking and 
listening, this added to the feeling of bringing the past alive. There was favourable 
comment on the fires, the smells, the sounds, which all added to the atmosphere, 
as well as the interest of seeing objects in use. The low level of lighting and the 
smokiness at both sites had a similar effect.
‘The big fire - (the kitchen) seemed very much the hub of it - the feeling a real 
kitchens - warm and welcoming’ Site X
‘More believable, more realistic’ Site Z
‘The fire and the smell and the smoke - all very atmospheric’ Site Z
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The little beds - the dark - the cold - the outside toilets - it really came to life - 
it’s all education’ Site Z
Some spoke of ‘a shiver’, ‘a frisson’, a moment where they really felt in touch with 
the past. It was evident that the reality of the place, that it is a genuine historical 
location, mattered; You are hearing music in the place where a recognisable 
historical figure heard music, you are looking at machines working in a main 
building where 10-year-old children worked. The CIs were important because they 
are a link in a way a guide in everyday clothes would not be, while the fact that the 
location itself is genuine almost adds credibility to the CIs in a kind of circular 
process: these are not people dressed up for a theme park.
‘It’s being in the real original rooms [he] was in - not the rebuilt 
rooms’ Site X
‘(One child) It’s where they lived - and where the servants lived and where 
[he] lived’ Site X
‘(Another child) the staircase (from kitchens to apartments) thinking of 
hundreds of years ago what people were doing’ Site X
‘The washerwoman - when she disappeared, I said to Alison (friend) it was 
quite strange - there was no one else around - you really felt you could have 
gone back in time’ Site X
‘It made you think what it would be like to have no parents - no home life’ 
SiteZ
‘You want that shiver of this is what it must actuaiiy have been like’ Site X
In considering the impact of CIs on respondents, a distinction can be drawn 
between activities where costume is an integral part and those where it is more 
optional. Clearly, staging re-enactments of specific or typical events needs 
costumes (Tudor dancing, medieval jousting or a Victorian Christmas would be 
rather bizarre in modern clothes!). It was quite easy for people to say whether they 
enjoyed and learned from these quite clearly defined uses of CIs and costume.
On the other hand, costume can be optional for guided tours and demonstrations. 
At Site X and in the tour building at Site Z the same tours could be done in modern 
clothes. Having people wandering around in costume is also an optional activity. It 
was more difficult for people to assess what difference the CIs made to their visit or 
for the interviewer to judge what differences were apparent in the way respondents 
talked of their experiences. If someone is showing you how a task was done, what 
difference does it make that they are in costume and playing the part of an 18th or 
19th century person? If you are being told about significant historical figures, what 
difference does it make that your guide is a lady close to them in everyday life?
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It appeared the effect of the costume was to give the guide or demonstrator a 
character and personality from the outset. The costume appeared to be a licence to 
tell a story, and the effect was to add life and atmosphere: it contributed significantly 
to helping people feel the place and the atmosphere, and thus achieving the ideal 
of bringing the place to life.
‘It helps the children - if she was Just normai it’s not going to heip younger 
children relate back in time’ Site Z
‘Talking to the children as though they were going to become workers - 
role play type of thing’ Site Z
‘The kitchens at [another local site] are absolutely gorgeous - if they had 
somebody dressed up and cooking to see it made with the utensils they had 
at the time’ Site Z
Not everyone was so convinced that costume adds significantly to a guided tour (as 
opposed to a re-enactment).
‘In the kitchen they’re totally in role - bringing you into their world - as 
opposed to guides - the guides could be anything’ Site X
Having CIs in these optional roles as guides/demonstrators also added colour and 
excitement. At Site X some visitors commented on the emptiness of the rooms, 
feeling that the costumes added warmth and colour. The costumes were important 
in giving that frisson of feeling part of the past.
At Site X, the CIs also added elements of pageantry which would have been part of 
the building. This applied mainly to the presentations where a number of people 
are involved.
‘It adds to the splendour of the building’ Site X
2.3 Communication of information
Visitors felt that they wanted to understand the place they are visiting. Common 
phrases were:
‘putting it in context’ Site X 
‘putting it in perspective’ Site X  
‘understanding the significance’ Site Z  
‘makes you make the links’ Site Z
It was felt that if you understand what you are looking at, you are more likely to 
remember it afterwards.
‘(Some places) you come out and you think I’ve come all this way and I don’t
Page 10
really know what I’ve seen’ Site Z
‘(Some places you visit) you think it’s a loveiy house - but teli me something 
about it’ Site X
‘Something sticks’ Site X
‘Made our visit more interesting’ Site X
‘It’s brought it to life so it’s more memorable - this time I’d remember more 
detail’ Site X
At Site X this was mainly related to the history of events, the political history of who 
people were, what they did, what happened to them and why this was important. 
Visitors enjoyed the tours and other activities. However, some found this kind of 
history quite difficult: existing knowledge may be limited, and it is not as easy to 
relate to as everyday life and how it was lived. At Site X, visitors tended to start with 
a background of some kind for a familiar historical figure which their visit could 
bring to life. Another historical figure, on the other hand, was less familiar, and one 
couple who saw a costumed presentation found it difficult to relate to because they 
had no idea of the political background.
‘It’s kings and queens type history which is almost old fashioned’ Site X
‘(I felt I needed) a who and when - a refresher course - the last 500 years of 
English history!’ Site X
‘It’s a big period of history - the guides in the different period (costumes) 
underlines the width of the history of [the place] and classifies the 
different periods’ Site X
‘Painting the characters - explaining about [him] - the impression he 
wanted to make - they got across quite important themes in a very pleasant 
way’ Site X
7 did like the kitchens - and the people....compared with kings - they’re 
less real - the big things you don’t really relate to’ Site X
, 7 suppose in the kitchens it’s a domestic kind of level we can relate to! (two
young women laughing at themselves)’ Site X
‘It was completely incomprehensible - because (we) didn’t know the history 
of the period it didn’t make a great deal of sense’ Site X
Both groups interviewed who did one of the costumed activities commented that 
they were not told how the matter ended historically.
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Those who did an introductory activity responded favourably to getting an overview 
before they began their visit. They and others who had not done the walk felt a 
short video, or presentation based on a model, would help to put the building in 
context, and assist visitors to plan their visit.
Site Z is a much smaller site than Site X, and its history is shorter and more closely 
defined. Here it was easier for visitors to add perspective from their own lives, 
making contrasts with working and living conditions of the time.
‘It’s comparing - showing how things were then to how they are now - makes 
you think’ Site Z
‘The medicines - 1 remember my father mentioning horehound and honey, 
and goosegrease’ Site Z
‘It gives young people an impression of what it was like - how strict it (life) 
was - how children had to work’ Site Z
The differences between Site X and Site Z tie in with shifts in the teaching and 
presentation of history over recent years. It may be that historical attractions based 
more on social and economic history will get higher ratings for involving visitors 
and bringing the place to life than somewhere based more on politics and 
personalities.
Having CIs communicated information about the history of clothes themselves. 
People commented on the style and fashion of clothing at Site X and its social 
significance. In the main building at Site Z period clothing reinforced the dangers to 
workers, for example children who cleared blockages from running machines.
‘More interesting than looking at pictures and photos and drawings’ Site X
‘The woman was in a velvet dress - there was a lovely touch - a little girl 
sitting on the floor was stroking the velvet dress - obviously identifying with 
what it would have been like to have been a fine lady’ Site X
‘(Child) shows you what people would have looked like rather than just 
being plainly dressed’ Site Z
‘You can SEE the dangers of aprons getting caught - things like that - the 
iittle bits you don’t think about’ Site Z
2.4 Impact on the tone of the visit
Visitors did not talk directly about whether or not they felt welcome, were 
encouraged to enjoy themselves etc. However, implicitly the CIs did have a positive 
impact. Having people in costume at all suggested that the attraction has taken 
some trouble and is making an effort to add to visitors’ enjoyment.
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The CIs were perceived to be there in order to talk to visitors: their role is to draw 
you in. Seeing a lady in costume as you come in made a visitor think s/he was 
going to enjoy the visit. This feeling was more noticeable at Site X where there 
were a number of people in costume, some of whom were met walking about. At 
Site Z the CIs were doing very specific jobs.
The CIs were quite informal: most people felt they could talk to them. This 
approachability helped to balance the rather overwhelming impact of somewhere 
like Site X. Some historic attractions have a strong ‘don’t touch!’ atmosphere, 
whereas implicitly CIs are there for the benefits of visitors: they are not there as 
guards. It must be said that visitors commented very favourably on the helpfulness 
and courtesy of all the staff at Site X, even if initially they thought the warders in top 
hats looked rather forbidding. Site Z did not have any equivalent uniformed staff, 
but again any comments about staff overall were favourable.
‘(CIs) are more approachable that the ones with the uniforms on - the 
warders’ ‘though we did ask them and they were so helpful - they just look a 
bit more severe’ Site X
‘If you get involved in conversation with them they’ii tell you a lot more’ Site Z
‘Not one of them was that ‘oh I don’t really want to speak to you’ ‘ Site X
‘At some places there’s loads of people there "guarding" in inverted 
commas and to give you information and check you’re not touching 
anything - it would be nice if they were in costume and giving you more 
information’ Site X
‘If you walk past they (the CIs) bow to you - they wander around, they talk to 
visitors’ Site X
‘They were happy to answer - nothing was too much trouble’ Site X
2.5 Adding fun
Having CIs made the visit a bit different and added something unusual. By holding 
people’s attention, especially for children, it made the visit more interesting and 
thus more enjoyable.
‘The characters were telling you - they were enthusiastic - really motivated’ 
SiteX
‘Puts you in the mood’ Site X
‘It’s fun - this is the theme park business - which (actuaiiy) works quite well’ 
SIteX
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‘They (CIs) looked as though they were enjoying themsëives’ Site X
At certain points there was an element of ‘fun’: the CIs made jokes, raising laughs 
with the more ‘ugh!’ elements of the past (privies, the leeches at Site Z).
‘(The Cl leading the tour) was very engaging ...He was quite jocular’ Site X
‘Some things realiy take the children’s attention - the leeches - ughl’ Site Z
Interaction and the opportunity to try things out increased the fun element for some, 
especially children.
Generally, visitors felt that CIs and the events in which people wear costume are 
aimed at the average visitor, although they could see during their visits to Site X 
and Site Z that the Cl was conscious of the audience, especially the 
preponderance of children, and adapted the tone and language, and perhaps the 
content (though this was harder for a visitor to judge) to suit the audience. More 
knowledgeable adults, perhaps with specific interests eg paintings, furniture 
wanted more information and more detail (but admitted this might be provided 
better via a different source - section 4.2).
2.6 Value for money
It was difficult to assess the contribution CIs made to value for money. Getting 
people to make comparisons with other places visited (where there are no CIs) did 
give indications, but from experience generally, people do not recall entrance fees
accurately, visits may have been some time ago, and they may not be comparing
like with like (a small country house with an ironworks).
SiteX
sounds quite expensive when they arrive to pay
most UK visitors plan to spend ‘the day’ (consistent with reaction at other 
places)
they know Site X is big - there will be a lot to see 
first time visitors not (fully) aware of the range of activities offered 
positive reaction to all tours/activities being included in the price 
like being able to visit different parts, do things in any order
like being able to re-visit a section, take a break/relax
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having the options of various tours, events etc added to the value for money 
‘If that wasn’t there, I would consider it expensive’ Site X
Site Z
at least half those contacted belonged to a membership scheme , it was 
quite important there are no extra fees to pay
Canadian visitors had a ‘Heritage Pass’ giving admission to a range of 
attractions
generally Site Z was seen as good value for money: a lot to see, good 
walking area
tour building is an addition (£2 for adults): considered good value for money 
- really adds understanding, interest and depth to the visit
some awareness that money goes back into the operation, and acceptance 
that entrance fees are important (contrast with comment about Warwick 
Castle, known to be part of Tussauds)
Perceptions of both Site X and Site Z as good value for money were strongly linked 
to the fact that both are high quality visitor attractions. Site X is one of the top 
national historical monuments - a ‘must see’. Site Z is on a different level, but is 
perceived as a good, well presented example of an industrial revolution site.
2.7 Other comments
At both places visitors commented on opportunities to try out things, both at the two 
sites and elsewhere. This was especially important for children (said both by 
children and adults on their behalf) but also helped adults understand and 
remember. Once again, it is often bringing small details to life eg writing with a quill 
pen at Site Z.
‘(Trying on Roman armour) they teii you about it and let you do it - better than 
just walking round Chester or just watching’ Site Z
‘Kids love the dressing up - gives them a real feel’ Site Z
‘(Chiid) i thought it was (going to be) just like a big building where you watch 
somebody doing stuff - like a museum - not touching things’ Site Z
The question of role playing came up in some interviews. There were elements in 
the half-term activities (Site X) and in the tour building (Site Z), but most of the 
experience people had was at other sites (eg Wigan Pier, Fishbourne) and for 
children it included special activity days or school trips. One couple had played an
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important representative part in a costumed presentation.
‘She was involving us... you don’t look very well - i ’ve got this for you - 
making it more personal’ Site Z
Some people did not like the idea of role playing. They found it slightly 
embarrassing and in fact tended to avoid it: they preferred something like the 
costumed interpreters’ tours at Site X or talking to the demonstrators at Site Z. Two 
respondents had been to Wigan Pier (when it first opened) and found the 
schoolroom experience really quite intimidating.
‘{At Wigan Pier) they now warn you before they let you in there that if you’ve 
got a chiid of a delicate disposition...very realistic - almost frightening - you 
WILL do this - otherwise there will be a PUNISHMENT!’ Site Z
One older woman, who had last visited Site X ‘a long time ago’, felt that having CIs 
was patronising and for her reflected a more ‘theme park’ approach.
3. Qualities needed by costumed interpreters
A good costumed interpreter was felt to need to be:
knowledgeable:
have an interest in the period: might even be an historian 
well briefed, well trained
therefore able to be relaxed, to answer questions
able to work without a script, thus adapting to the specific audience
‘Need to have studied - been immersed in it - to know what they’re talking 
about - not a script’ Site X
‘A good presenter can alter the tour depending on who he’s got in front of it - 
a lot of children - alter the talk down - a lot of serious adults - talk more about 
the history of the place’ Site Z
‘a role-plaver’:
not necessarily an actor by training (though it was suspected some CIs are 
actors)
with the personality to hold their audience , 
knowing how to project their voice, vary tone etc. 
comfortable in period clothing
‘He was very good - you could hear him dearly in spite of ail the background 
noise - including a lawn mower!’ Site X
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authoritative
keeping away people who are not part of the tour (as at Site X) 
controlling difficult people, bored people
controlling while interesting children (perhaps with teaching experience) 
enthusiastic
able to communicate their own interest
be conscious they are giving a performance
communicating a willingness to help, to be generally approachable
‘She was clearly interested herself’ Site Z
4. Other observations
4.1 Visitors’ perceptions of the different forms of Cl
Almost all the sample had previous experiences of CIs at historic attractions: a list 
is in the appendices. They perceived that how CIs are used can vary widely, and 
they tended to react differently to these different uses. The significance of this for 
the quantitative research is that the type of Cl offered is likely to affect ratings on 
various factors and thus needs identifying. In addition, where an attraction uses its 
CIs in various ways, ratings may vary for that attraction depending on which 
particular CIs have been experienced.
The range of variations experienced in the use of CIs, from the simplest to the more 
complex, and the positive characteristics for each type of use, appeared to be:
People around in costume 
fun, colourful, different 
attract attention, have impact
obviously there for the benefit of visitors: not guards, easy to identify as 
belonging/on the staff of the place
presumably there to talk to the visitors, interact with them in some way
At [another place] they have people in the rooms dressed up - in character 
ail the time - that’s excellent’ Site Z
Guides for a tour
perceived as mainly to give information, with differences in visitor response 
depending on the nature of the tour:
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a general tour
or subject-specific
being about events and individuals
being about how people lived
‘It doesn’t bring the place alive if you Just wander around’ Site Z
Guides as a character
speaking to visitors as if they were Lady ABC or the schoolmistress
‘Almost theatrical’ Site X
‘More believable - more realistic’ Site Z
‘You feel you’re talking to someone portraying a character’ Site Z  
Demonstrators
illustrating a function or job (cooking at Site X) 
showing how things worked (the machines at Site Z)
Interactive demonstrations with role plavino
CIs involve visitors who become the schoolchildren, apprentices etc. 
may be a short part of a visit overall
may be more lengthy/involved so mainly for schools, organised parties 
special days for children in holidays eg Roman soldiers at Fishbourne
‘At Wigan Pier it’s not a particularly interesting building - it’s only the people 
that make it interesting - role playing a turn of the century school’ Site X
‘(At Fishbourne the boys) had Roman food, medicines ...at the end of the 
day they got a certificate and were paid a denarius - it was really fun’ Site X
Portraving an historical event or scene
specifically linked to the attraction
a particular event
an example of a typical event (joining the infantry at Inverness Castle) 
visitors are observers or can be drawn into the action
can be quite long, taking place throughout the day: thus may complicate 
visit, need too much time for fast track visitors
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‘(In Suffolk - attraction not recaiied by name) there’s a ongoing play ail day 
about Elizabeth i - we kept seeing little excerpts at different parts of the 
castle...but disjointed - you had to be there ail day to see the play unfold’ 
SiteZ
‘As if you were joining the infantry - you were a soldier and you had to say 
‘Yes sir!’ ‘No siri’ - things like that - some of the foreigners - really took it to 
heart!’ Site Z
Typical events of the time (slice of life)
entertainment, music, dancing (Tudor dances at Pembroke Castle) 
everyday life (Victorian laundry days at Lock Cottages) 
re-creating an environment for a day (medieval fair at Warwick Castle) 
total environment on continuous basis (Williamsburg, and a 17th century 
village in Hampshire)
visitors are observers or can be drawn into the action
‘They do it very well at Wiiiiamsburg - they really live the iife...with a huge 
cast of characters’ Site X
‘That’s different - it’s people living the life and about the people - here it is 
more guides and information’ Site X
‘Living history is always so much more interesting than something you just 
hear about’ Site X
‘At Tatton Hail they enact decorating the Hail for Christmas - it certainly adds 
to the atmosphere, doesn’t it?’ Site Z
There may also be events for children which involve them dressing up, but which 
do not actually have Cl involvement.
The availability of these activities with costumed interpreters varies widely:
part of the regular offering on any day (tour building at Site Z, some 
tours at Site X, Black Country Museum)
regularly offered, but only on certain days (jousting at Warwick Castle)
special events eg at half-term, bank holidays, Christmas
activities for children only (Roman soldiers at Fishbourne)
activities for children accompanied by parents (at Site X): one parent had 
hoped the children could go without her, allowing her time to look at other 
things
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Some attractions, like Site X, may offer a mixture of regular and special events. The 
range of places mentioned which offer some form of costumed interpretation 
indicates how varied the experiences were of even a small sample of visitors.
Although the people taking part in costume may be paid, or volunteers, or part of a 
special interest/re-enactment group, generally this was not an issue which 
concerned visitors: for them, these people were organised by Site X or Site Z, or 
whichever attraction was being visited.
4.2 Visitors' comparisons of CIs with other sources of information
Comparing CIs with other interpretive methods helped to bring out response to the 
CIs. At Site X there is a range of information sources, in addition to just wandering 
around. At Site Z the tour building can only be visited as a tour. Respondents 
obviously had experience of different kinds of information sources and 
interpretative formats from a range of places visited.
Factors which influenced which source might be chosen and how satisfactory it 
might be were:
□  time available: particularly important where visitors are short of time, thus 
especially overseas visitors on ‘fast track’
□  extent of prior knowledge and levels of interest: people who’ve visited 
previously might choose different sources this time, people might have quite 
detailed historical knowledge, or want to follow a special interest
□  suiting the composition of the visitor party: doing different things with/without 
the children, maybe the party splitting for part of the visit
Guided Tour
easier to listen and look than to read labels or guidebook
have to follow the format
might take too long for fast-track visitors
more for adults: children get bored just listening: having a Cl makes it more
interesting, hold the attention better
good guides can adapt to audience for each tour
7 do like a tour guide - you get a lot more of the background from the tour 
guide and it’s a lot easier to have someone teii you about the things in the 
room than to have to read it ail’ Site Z
‘(Child who was resistant to "tours" on way to Site Z) guides sometimes stop 
you going somewhere - or you might not want to go to the piace where they 
are taking you’ Site Z
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Recorded guided tour (as at some stately homes, coming on as visitors move 
through the rooms - only one group commented)
no flexibility
can be personal/interesting if it is the owner (His Lordship) speaking
Printed Guide Book
flexible
allows visitor to read in detail or briefly, to skip 
can vary order of visiting areas
can be difficult to follow: if rooms not labelled, if do vary order of visiting
nice for reference/souvenir afterwards
expensive, especially on top of entrance fees nowadays
liked by people with more detailed, specialist interests: but must be sufficiently
detailed
Printed Information in situ
useful for identifying where visitor is (comments that this was rather limited at Site 
X, thus visitors using a guide book got confused in identifying exactly where 
they were)
flexible: can be looked at or not
slower than walking through and listening to guide or audio
There’s very little written information in the rooms - often you don’t know 
which room you’re in’ Site X
‘(Chiid) talking to people is better than reading a load of boards like a 
museum’ Site Z
Audio tapes (with personal headset)
liked listening and looking in preference to having to read
reaction depended on format: key elements are ease of operation and degree of
flexibility
liked if can be adapted to own pace: good for the fast track visitors if can skip, good 
for those wanting detail if this is an option (‘press for more on this format’) 
obvious benefits in providing different languages (used by UK visitors when 
abroad)
key drawbacks are complexity, can be difficult to operate two groups using at Site X 
said they got in a muddle, others had similar experiences elsewhere 
anti-social for people you are with: makes it difficult to talk, discuss
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General wandering and exploring
most do like to do at least some of this: getting the feel of the place, also having a 
rest from absorbing information
some parents did think it was important that children should be allowed at some
point during a visit to wander and explore for themselves
good for the fast track visitor: can go as fast as you like
good for people who want to look at specific aspects, spend more time on detail
Trails (usually for children to follow with a worksheet)
One pair of mothers had followed the a trail at Site X: they liked this very much 
because it made the children slow down and look properly.
‘It’s nice - it teaches them something - they get interested in something’ ‘and 
it slows them down - they had to stop and look for something’ Site X
Conclusion
Looking at the advantages and disadvantages of these various sources:
□  None appear to give the atmosphere and sense of the past which is a major 
strength of CIs.
□  The emphasis on remembering things when you are told about them in an 
interesting/unusual way: this appeared to be where the CIs have an impact. 
When asked what they would remember, or for children what they might tell 
their friends, visitors tended to recall specifics from their experiences with 
CIs. (It may be that nowadays people visit so many attractions that it is the 
quirky details that stick in the mind: when discussing experiences family 
groups would argue about which castle it was that had this or that, often 
pinning it down by a recalled detail.)
□  Most information and interpretation sources have limited success with 
(younger) children, but at the same time there is a need to communicate the 
history and significance of the place both to enjoy the visit and to be able to 
go away feeling children have learned something: having CIs was felt to 
draw children in, to tell them a story, involve them.
In addition, nowadays a more interactive and imaginative approach to presentation 
is expected, especially for children.
‘Visiting without any human input and particularly (people) dressed up - 
museums and buildings and ali that have moved on and particulariy 
bringing children there - they would find it pretty drab if there wasn’t (this 
kind of presentation) - it goes back to the hands-on thing’ Site X
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APPENDICES
1. Profile of the sample
People were interviewed as a visitor group (family, two friends etc). 
SiteX
M/F couple Post family
2 women Post family
M/F couple 20s/no ch
M/F Couple 30s/no ch
Family parents, 
boys 11/7 
foreign friend
Family parents
ch 10/15
Family 2 mums each
with ch 6
Family Mum and 3
daus 17/15/13
Family Dad and 2 
daus 15/12
Demonstration, 
some bits of tours
Tour & demonstration
Tour & presentation 
demonstrations
Tour & demonstrations
USA 
1st visit
Local and Aust 
one 1st visit 
one ‘years ago’
UK (nearby)
1st visit
UK (county) 
one 1st visit 
one 3rd visit
All: tour & demos. UK
Mum and boys: children’s activityHungarian 
Dad and friend: tour visitor
all 1st visit
Demos only 
Children’s activity
Demos, presentation 
part of a tour
Tour
UK
repeat visit 
Local
1 season tkt 
one 1st visit
UK
dau 1st visit 
mum ‘years ago’
Local
repeat visit
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Site Z: first 7 respondents all interviewed after the tour building tour. Remainder 
interviewed at the main building.
M/F couple Active Retd
2 women Mother 60+
Daughter 40+
Family Parents, ch 16/9
Family Father, dau 13
Family Parents, ch 8/7
Family Grandparents, ch 5
Family Granny, ch 10
Family Parents and 2 children: tour building
and main building on previous visit
Family 2 mums, ch. 9 -1: tour building and main building
on previous visit
Family parents, ch under 10, grandpa and grandpa's
friend: visited tour building and main building
Family Granny, ch. 7
Visited tour building and main building
Family Parents, ch 6
Canada 
1st visit
Local and 
visiting mum 
repeat visit
UK
1st visit 
UK
repeat visit
UK (county) 
1st visit
UK
1 St for ch 
repeat adults
UK
1 St for ch 
re p e a t a d u lt
Local
repeat visit 
Local
repeat visit
Local and 
visitors 
1st for all but 
grandpa
Derbyshire 
1 St for ch 
repeat adult
UK
tour building on previous visit, main building today repeat
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2. Respondents’ experiences of visits to other places with CIs
These were places mentioned as having ‘costumed interpreters/people in 
costume’: they are a mixture of permanent feature, volunteers, special events etc. 
Visitors tend not to draw such distinctions, and this has to be considered in 
evaluating responses.
Warwick Castle: several respondent groups: some negative comment about 
waxworks rather than real people: seen special events eg jousting. Medieval Fair
Wigan Pier: the schoolroom visited by several
Various castles offering music, dancing: some named eg Pembroke, others’ names 
not recalled
Plays/re-enactments of events at several places
Total environment:
Ironbridge
a 17th century village in Hampshire [Gosport?]
Black Country Museum 
Williamsburg, Virginia
Chester: the Romans
Special Roman days:
Fishbourne 
Dover Castle 
Richborough Castle
Tatton Hall: Victorian Christmas
Erddig: kitchen and outdoor demonstrations
Sandiacre(?) Lock Cottages: re-enactments including Victorian washing days - 
visitors work the mangle etc.
Little Moreton Hall: CIs taking tours
Site X : Cl tour mentioned by visitor to Site Z
Inverness Castle: joining the infantry: visitors are recruited
Hook Court (?): special days for schools, living Tudor life
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Costumed interpreters: Topic Guide -18  October 2000
Explain that the research company is impartial, and what the respondents say is 
confidential.
Note: throughout respondents are encouraged to use their own words, and the 
balance between education, interest, entertainment will be explored.
1. The visit overall
What prompted the visit today? -
Overall enjoyment of the visit
Anything particularly liked
Anything not liked so much
Any surprises: any differences from expectations
Allow subject of costume interpreters to come up: explore language/description 
As necessary, probe: These (people) you're talking about - what would you call 
them if you were talking to a friend about your visit?
2. The costumed interpreters
Tell me about these (people) - use their description
Where did you actually see them during your visit - what were they
doing?
For Site X building:
which tour/presentations did you see?
did you come across costume interpreters anywhere else during your visit?
For Site Z: ask as appropriate - visit main building 1st, afterwards
If more than one tour/presentation/other contact, encourage comparisons
What went through your mind as you watched and listened to them?
What did you think of the presentation/tour - what they were doing?
What did you think of the people - how well they did it?
Explore: the approach/style used
the tone of voice
did they adapt to you/the group: were they talking to children,
adults, both?
were they interesting?
did they seem knowledgeable?
were they entertaining?
Why does Site X building/Site Z use them?
Who do you imagine they are? What kind of background, what kind 
of training? Is it something anyone could do?
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What have you got out of your visit?
What difference did they make to your visit?
Do they give a friendly feeling, a welcome?
Note variations in response among the group being interviewed (eg 
parents/children)
3. Expectations
Did you know about the costume interpreters before you came today? Follow up: 
if seen before on previous visit
if aware but not seen on previous visit - what differences did seeing 
them make?
if aware costume interpreters are used, but not visited before: 
how/what had been heard, what were you expecting? 
if not aware costume interpreters used until arrived today, what did you 
expect them to be like?
4. Comparisons with other attractions using costume interpreters
Have you been anywhere else (in Britain or abroad) which used costume 
interpreters? How did that compare with your visit today? Have you visited places 
that would really benefit from having such people? What would this add to a visit to 
...? Or places better without them?
5. Value for money
Do you feel you have had value for money for your admission cost?
Explore elements making up value for money:
length of visit 
all-in-one price - or extras 
actual cost vs. other attractions 
how much you managed to see
How important is the tour/presentation/costume interpreters to your feelings about 
value for money? How would you rate your visit for value for money if they hadn’t 
been there?
6. Wind up and thank
Anything you would say to Site X building/Site Z about their costumed interpreters? 
Anything they could do differently, better?
Collect classification, thank, and hand over gift.
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Appendix XII 
Third pilot visitor questionnaire
Appendix XII 
Third pilot visitor questionnaire
Unis
University 
of Surrey
Guildford
Surrey GU2 7HX, UK
Telephone
+44 (0)1483 259342
Prof David Airey 
School of
Management Studies 
for the Sevice Sector
Costumes at historic sites
This site is participating in a preliminary 
study of visitor satisfaction at historic 
sites by the University of Surrey. We 
would be very grateful if you could 
answer the following questions about 
your visits to historic sites in general and 
your visit here today.
Thank you for your help.
Site number Serial number Category codes
Section A - About visiting historic sites
1 ) Please indicate what makes you a satisfied 
visitor when you go to an historic site. What is 
most important in making you feel satisfied, 
what is least important, and what are in 
between?
Use 1 for most important and 5 for least 
important.
feel satisfied when I have: 1,2,3,4,5
had fun Q
learned something O
felt the staff were there to help me Q  
felt what life was like in the past O  
had my money's worth Q
A2) How would you describe your visit here 
today? (tick oneV): (1)0  (2)0  (3)0  (4)0  (5)0
Very good Very poor
A3) Which of the statements in each of the following pairs is the better description of the people
in costume you saw here today ? _ ,Put A or B in each box below
I felt the people in costume gave me a sense of the past (A)
OR O
I felt I had my money's worth from the people in costume (B)
I learned something from the people in costume (A)
OR
I had fun with the people in costume (B)
□
I felt the people in costume were there to help me (A)
OR
felt the people in costume gave me a sense of the past (B)
□
felt I had my money's worth from the people in costume (A)
OR
I learned something from the people in costume (B)
□
I felt the people in costume were there to help me (A)
OR □
I had fun with the people in costume (B)
felt the people in costume gave me a sense of the past (A)
OR □
I learned something from the people in costume (B)
I had fun with the people in costume (A)
OR □
felt I had my money’s worth with the people in costume (B)
I learned something from the people in costume (A)
OR □
I felt the people in costume were there to help me (B)
I had fun with the people in costume (A)
OR □
I felt the people in costume gave me a sense of the past (B)
I felt I had my money's worth from the people in costume (A)
OR □
I felt the people in costume were there to help me (B)
A4) How would you describe the people you f l  f l  n  f l  FI
saw in costume here today? (tick oneV):
 __________________     Very good ____  Very poor
Section B - About vou B4) My age is (tick one V):
Q  under 2 1 (1)
B1) Did the presence of costumed staff play a F I uU on ^ a. . .  . ^  ^ , LJ between 21 and 40 (2)part in your decision to visit today? (tick one V): r i  ,n  _ LJ between 41 and 60 o)
LJ Yes (1) F I Of□ LJ 61 or over (4)No (2)
O  Didn’t know they were here in advance (3)
B5) My educational background is (tick one V):
B2) I visited today (tick one V): Q  I attended high school (i>
F I __  F I , ___O  alone (d Ü  I gained a college degree (2>
Ul with my friends and/or partner (2) O  I gained a postgraduate qualification
O  with' my family (3)
(3)
□  w ith  a n  o rg a n is e d  g ro u p  B6)i v is it h is to r ic  s ite s  ( tic k  o n e  V):
' u Ü  once a month or more often (1)B3)l am (tick one V): FI F
□ .. , F I r- I LJ once every few months to once a year (2). Male (1) LJ Female (2) r - \  . ^LJ less than once a year (3)
Appendix XIII
Tables showing results from third pilot visitor questionnaire 
Description of visit
Total Very good Good Neither Poor Very poor N/R
93
Visitor type
44 40 7 0 0 2
Funlovers 44 18 21 4 0 0 1
47% 41% 53% 57% 0% 0% 50%
Factfinders 33 15 15 2 0 0 1
35% 34% 38% 29% 0% 0% 50%
Helpseekers
1 1 ^ 0 0 0 0 0
1 %
Pastsearchers
2% -% -% -% -% -%
7 5 1 1 0 0 ; 0
8%
Pennypinchers
11% 3% 14% -% -% -%
6 5 1 0 0 0 0
6% 11% 3% -% -% -% -%
N/R
Costumed
2 - - 
interpreters’ contributions
Fun 7 3 4 0 0 0 0
8% 7% 10% 0% 0% 0% 0%
Learning 23 14 8 1 0 0 0
25% 32% 20% 14% 0% 0% 0%
Helpfulness 9 4 4 1 0 0 0
10% 9% 10% 14% 0% 0% 0%
A sense of
the past 15 5 9 1 0 0 0
16% 11% 23% 14% 0% 0% 0%
Value for
money 4 4 0 0 0 0 0
No clear
4% 9% 0% 0% 0% 0% 0%
contribution 35 14 15 4 0 0 2
38% 32% 38% 57% -% -% 100%
Tables showing results from third pilot visitor questionnaire (continued) 
Description of costumed interpreters
Total Very good Good Neither Poor Very poor No response
93
Visitor type
46 34 11 0 1 1
Funlovers 44 21 17 5 0 1 0
47% 46% 50% 45% 0% 100% 0%
Factfinders 33 17 12 4 0 0 0
35% 37% 35% 36% 0% 0% 0%
Helpseekers 1 1 0 0 0 0 0
1 %
Pastsearchers
2% 0% 0% 0% 0% 0%
7 3 1 2 0 0 1
8%
Pennypinchers
7% 3% 18% 0% 0% 100%
6 4 2 0 0 0 0
6% 9% 6% 0% 0% 0% 0%
N/R
Costumed
2 - ” - 
interpreters’ contributions
Fun 7 3 4 0 0 0 0
8% 7% 12% 0% 0% 0% 0%
Learning 23 17 4 2 0 0 0
25% 37% 12% 18% 0% 0% 0%
Helpfulness 9 3 4 2 0 0 0
10% 7% 12% 18% 0% 0% 0%
A sense of
the past 15 6 5 3 0 0 1
16% 13% 15% 27% 0% 0% 100%
Value for
money 4 4 0 0 0 0 0
4% 9% 0% 0% 0% 0% 0%
No clear
contribution 35 13 17 4 0 1 0
38% 28% 50% 36% 0% 100% 0%
Tables showing results from third pilot visitor questionnaire (continued)
Total
93
Visitor type
Fun Fact
lovers finders
44 33
Costumed interpreters were an attraction
22
24%
9
20%
10
30%
Costumed interpreters were not an attraction
9
42%
20
45%
10
30%
Help
seekers
1
0
0%
1
100%
Past Penny
searchers pinchers 
7 6
2
29%
3
43%
1
17%
4
67%
Didn’t know they were here in advance
31
33%
15
34%
12
36%
0
- %
2
29%
1
17%
No response 
1
1%
0
0%
1
3%
0
0%
0
0%
0
0%
Appendix XIV 
Visitor questionnaire
University 
of Surrey
Guildford
Surrey GU2 7XH, UK 
Telephone 
+44(0)1483300800 
Facsimile
+44 (0)1483 300803
This site is participating in a study of visitor satisfaction at 
historic sites by the University of Surrey. W e would be 
very grateful if you could answer the following questions 
about your visits to historic sites in general and your visit 
here today. Thank you for your help.
Section A - About visiting historic sites
A1) What makes you a satisfied visitor when 
you go to an historic site. What is most 
important in making you fee! satisfied, what is 
least important?
Please rank In order of importance the 
following list using 1 for most Important 
and 5 for least Important.
School of 
IVIanagement 
Studies for 
the Service 
Sector
Serial number Site number Category codes
feel satisfied when I have: ist.2nd.3rd,4th.5th
had fun Q
learned something Q
felt the staff were there to help me Ü
felt what life was like in the past O
had my money's worth Q
A2) How would you describe your visit here 
today? (tick oneV): (1)Q (2)0 (3)0 (4)0 (5)0 
Very good_____  Very poor
A3) Which of the statements in each of the following pairs is the better description of the people 
in costume you saw here today ?
Put A or B in each box below 
I felt the people in costume gave me a sense of the past (A)
OR □
I felt I had my money's worth from the people in costume (B)
I learned something from the people in costume (A)
OR □
I had fun with the people in costume (B)
I feit the people in costume were there to help me (A)
OR □
felt the people in costume gave me a sense of the past (B)
felt I had my money's worth from the people in costume (A)
OR □
1 learned something from the people in costume (B)
I felt the people in costume were there to help me (A)
OR □
I had fun with the people in costume (B)
felt the people in costume gave me a sense of the past (A)
OR □
I learned something from the people in costume (B)
I had fun with the people in costume (A)
OR
I felt I had my money’s worth with the people in costume (B)
I learned something from the people in costume (A)
OR
I felt the people in costume were there to help me (B)
I had fun with the people in costume (A)
OR
I felt the people in costume gave me a sense of the past (B)
□
□
□
I felt I had my money’s worth from the people in costume (A)
OR □
I felt the people in costume were there to help me (B)
A4) How would you describe the people you Q  Q  Q  Q  Q
saw in costume here today? (tick oneV): „  ' * "  "  "  "  „Very good Very poor
Section B - About vou B4) My age is (tick one V).
Ü  under 2 1 (1)
B1 ) Did the presence of costumed staff play a Q  between 21 and 40
pan in your decision to visit today? (tick one V): q  go
”  '*'®® □  61 or over (4
L I No (2)
Ü  Didn’t know they were here in advance o)
B5) My educational background is (tick one V): 
B2) I visited today (tick one V): Q  I attended high school (d
D  alone (d O  I gained a college degree (2)
Q  with my friends and/or partner (2) Q  I gained a postgraduate qualification o)
O  with my family o)
D  with an organised group (4) Bg) I visit historic sites (tick one V):
O  once a month or more often (d
^ )  I am (tick one ). L I once every few months to once a year (2)
LI'M ale (1) L I Female (2) r—tLJ less than once a year (3)
Appendix XV 
Visitor questionnaire in Swedish
Unis
Denna aniàggning medverkar i ett forskningsprojekt som 
utfôrs av University of Surrey rôrande besôkare vid 
historiska anlâggningar. Vi skulie vara vâldigt tacksamma 
cm du som besôkare skulie vilja svara pâ fôljande frâgor 
rôrande historiska anlâggningar i aiimânhet och denna 
aniàggning i synnerhet. lack fôr ditt samarbete!
Del A - Om besôk vid historiska anlaganingar
A1) Vad âr det som gôr att du âr nôjd med ditt 
besôk vid en historisk aniàggning? Vad âr 
viktigast fôr att du ska kânna dig nôjd, vad àr 
minst viktigt?
Betygsâtt fôljande fôrsiag frân 1 till 5 I den 
ordning de âr viktigast fôr dig. 1=viktigast, 
5=minst viktigt.
University 
of Surrey
Guildford
Surrey GÜ2 7XH, UK 
Telephone 
+44(0)1483300800 
Facsimile
+44 (0)1483 300803
School of 
Management 
Studies for 
the Service 
Sector
Serial number Site number Category codes
Jag àr nôjd nàrjag bar: 1.2 .3 .4.5
haft roligt Q
fâtt làra mig nâgonting D
kànnt att personalen varit hjàlpsam O  
fâtt kànna pâ hur livet var fôrr i tiden ü ! 
fâtt valuta fôr pengarna O
A2) Hur skulie du beskriva ditt besôk hàr idag? 
(kryssa fôr ett alternativ):
Mycket bra
(1)0 (2)0 (3)0 (4)0 (5)0
Mycket dàligt
A3) Vilka av de fôljande pâstâendena passer bàst in pâ de kostymkiàdda personer du sett hàr 
idag?
Skriv in A eller B i varje ruta
Jag tyckte att de kostymkiàdda personerna gav mig en kànsla av det fôrgângna (A)
ELLER O
Jag tyckte att jag fick valuta fôr pengarna frân de kostymkiàdda personerna (B)
Jag har làrt mig nâgonting frân de kostymkiàdda personerna (A)
ELLER
Jag har haft roligt med de kostymkiàdda personerna (B)
□
Jag kànde att de kostymkiàdda personerna var dàr fôr att hjàlpa mig (A)
ELLER O
Jag tyckte att de kostymkiàdda personerna gav mig en kànsla av det fôrgângna (B)
Jag tyckte att jag fick valuta fôr pengarna frân de kostymkiàdda personerna (A)
ELLER O
Jag har làrt mig nâgonting frân de kostymkiàdda personerna (B)
Jag kànde att de kostymklâdda personerna var dâr for att hjàlpa mig (A)
ELLER □
Jag har haft roligt med de kostymklâdda personerna (B)
Jag tyckte att de'kostymklâdda personerna gav mig en kânsla av det fôrgângna (A)
ELLER □
Jag har lârt mig nâgonting frân de kostymklâdda personerna (B)
Jag har haft roligt med de kostymklâdda personerna (A)
ELLER □
Jag tyckte att jag fick valuta for pengarna frân de kostymklâdda personerna (B)
Jag har lârt mig nâgonting frân de kostymklâdda personerna (A)
ELLER □
Jag kânde att de kostymklâdda personerna var dâr for att hjâlpa mig (B)
Jag har haft roligt med de kostymklâdda personerna (A)
ELLER □
Jag tyckte att de kostymklâdda personerna gav mig en kânsla av det fôrgângna (B)
Jag tyckte att jag fick valuta for pengarna frân de kostymklâdda personerna (A)
ELLER □
Jag kânde att de kostymklâdda personerna var dâr for att hjâlpa mig (B)
A4) Hur skulle du beskriva de kostymklâdda F I f l  F I f l  F I
personer du sett hâr idag?(kryssa for ett
alternativ): Mycketbra Mycket dàliga
Del B - Om dig
B4) Jag âr (kryssa for ett alternativ):
B1 ) Har fôrekomsten av kostymkiâdd personal Q  under 21 âr gammal (d
spelat nâgon roll i ditt beslut att komma hit Q  g1 och 40 (2)
idag? (kryssa for ett alternativ): [ ]  mellan 41 och 60,3,
r-. Q  61 eller âldre (4)
L I Nej (2)
Q  Jag visste inte om att de fanns hâr i fôrvàg o) B5) Utbildning. Jag har (kryssa for ett
alternativ):
B2) Jag besôkte aniâggningen (kryssa for ett ^  grundskoleutbildning o)
alternativ): Q  tre ârs universitetsstudier (2)
Q  ensàm (i)- Q  mer ân tre ârs universitetsstudier o)
Q  med vânner eller/och med min partner (2>
□  med min familj o) 86) Jag besôker historiska aniâggningar
n  . (kryssa for ett alternativ):
me en organisera grupp (<) q  gâng i mânaden eller oftare (i)
B3) Jag âr (kryssa for ett alternativ): Q  nâgra gânger- till en gâng om âret (2)
Q  man (d Q  kvinna (2) Q  mindre ân en gâng om âret o)
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Appendix XVII
Table of normal deviates z corresponding to proportions p 
of a dichotomised unit normal distribution
From: Edwards, A, (1957), Techniques of attitude scale construction, 
Appleton-Century-Crofts, 246-247
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Appendix XVIII
Table of chi-square (x2)
From: Edwards, A, {'1957), Techniques of attitude scaie construction, 
Appleton-Century-Crofts, 1957, 251
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Tables showing results from visitor survey 
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